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Introduction 

Contact Information 

Data Management Services (DMS) 

Telephone: 

Data Management Services - 01438 544466, select Option 1, then Option 1 again to 
contact our service desk. 

Customer Services - 01438 544466, select Option 6, then Option 2. You may wish to 
contact customer service if you are having access issues/request a new account to the 
DMS Portal, for example. 

Email – support@hfleducation.org  

Service Desk - Service Desk Portal 

 

mailto:support@hfleducation.org
https://support.hertsforlearning.co.uk/
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Data Management Services (DMS) Portal 

The Data Management Services portal contains information, resources and guidance to 
support schools, academies and multi-academy trusts to harness the power of their 
Management Information System (MIS). Our aim is to help schools and academies gain 
maximum benefit from their investment, through a range of services and support 
developed to help headteachers, senior leaders, business managers and school 
administrators make effective use of the tools at their disposal to produce evidence to 
raise academic standards, track individual pupil attainment and maintain efficient 
business and administrative processes. 

Access to the resources will require a subscription login. If your school does not 
currently have an MIS support contract with HFL, please contact us for further 
information. 

There are a few processes that schools will need to work through to ensure that all users 
of DMS resources in school have access to them via the portal. 

The Data management Services Portal can be accessed via this link 
https://shop.hfleducation.org/data-management-services-portal  

Logging in 

Anyone can access the front page where you will find our Contact Details (the email us, 
and Service Desk Portal are both hyperlinks that will open directly to the relevant page) 
and links for our TeamViewer, Accessing the DMS Portal, the HFL Education Hub, and 
our Data Management Services Newsletter. You will not be required to log in to access 
these areas. You will also find a section for our Latest Updates, once you click in here and 
select the relevant MIS, you will then be required to log in. 

 

https://shop.hfleducation.org/data-management-services-portal
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1. If you hold an account, then select Log in at the top of the page 
https://shop.hfleducation.org/data-management-services-portal. 

 

2. The Subscription area will list all subscriptions that the school have subscribed 
to. 

 

3. Click on Data Management Services Portal. This will direct you back to the 
DMS Portal homepage as shown on page 3. 

You will then be able to select from the following areas: 

• MIS Support – Information and Guidance for schools using (MIS name). 
See below for further details. 

• Training and Events – Information on our CPD and Events; including key 
training courses, and User Group Events. See page 13 for more details. 

• MIS Licenses – Information on our multi-supplier framework for MIS 
licenses. 

MIS Support 

To see a full catalogue of guidance and resources available to you for the MIS that your 
school use: 

1. Click on View resources menu in the MIS relevant to you. 

  

https://shop.hfleducation.org/data-management-services-portal
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2. The following page will display further buckets which are relevant to specific 
modules within the MIS. 

3. Each bucket will give a brief outline of what you can expect to find once you 
click on View resources. 

 

Please note: the examples below will be taken from the Statutory Returns > School 
Workforce Census guidance and resources available. 

4. Click onto View resources in the bucket of the module you are seeking 
guidance for. 

5. Select the bucket for the resources and or guidance you are looking for. 
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6. The following page will then list all resources that are available for you to 
download. Guidance will be downloaded as a PDF file, and reports will go 
direct to your downloads folder where you will then be able to import to your 
MIS. 
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Freshdesk (Service Desk) Portal 

The Freshdesk Desk Portal is the software used for our Service Desk. Any staff member 
at your school or setting can hold a Freshdesk account which would then enable them to 
contact us for any queries regarding the MIS being used and access our knowledge-
based articles, see page 11 for using our knowledge base). 

Our service desk can be contacted via: 

• Telephone – 01438 544466 Option 1, Option 1 

• Email – support@hfleducation.org  

• Service Desk Portal - Service Desk Portal 

Each of these can be accessed through our DMS Portal. If anyone in your school does not 
hold a service desk portal account and you would like them to have access, then please 
log a call with us so we can get them set up and send them an activation email. 

 

Logging a ticket in the Service Desk Portal 

1. Once logged into the service desk portal click on Submit a ticket from the top 
right of your page. 

2. On the following page enter the information for the query you are logging. 

mailto:support@hfleducation.org
https://hflservicedeskportal.freshdesk.com/a/dashboard/default
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• Requester – This will be auto filled with the details of the person logging 
the query. 

• Add CC You can CC anybody else into the ticket should they need to be 
kept updated with any updates on the logged ticket. 

• Subject – Enter a subject for the query you are raising. When you start 
typing the subject any suggested articles (knowledge base) are listed on 
the right-hand side. See page 12 for more details. 

Please be as specific as possible. For example, rather than a subject of 
Report not working, put Assessment Report not working. This will ensure 
that the correct member of the team will deal with your query from the 
beginning. 

If you have an Ofsted visit, or it is Exam Results day ensure that the 
subject states Ofsted or Exam Results as these are classed as priority 
calls and your query will be logged to the top of any queue of calls that we 
may have. 

• Description – You will have outlined your query within the subject, now 
you can use the description to be more specific on what it is that is either 
not working or you are trying to achieve. If you have any URL’s that will 
link us to the page you are working on (if your MIS is cloud based) and if 
your MIS allows us to have Partner Admin access, then add the URL in the 
description and state that you are happy for us to log on to your site to 
investigate. Tell us what you have already tried and if you have followed 
any help articles or KB articles. This way we can investigate any issues 
before calling you, reducing time spent away from your daily duties.  

• Attachments – Add any attachments you wish to include in your query. 
This could be a screen shot, or a report that is not working, please send 
full details of any error messages or a screenshot if possible. 
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3. Once all details have been entered click Submit. 

Reviewing Tickets 

By selecting Tickets at the top of the page users will be able to view all tickets they have 
raised. 

Use the Status drop down menu to select either: 

• Open or Pending – You can review any updates relating to your open 
tickets. 

• Resolved or Closed – You will be able to refer to any past tickets. 

Use the Sort by drop down menu to view tickets by: 

• Date Created 

• Last Modified 

• Status 

• Ascending 

• Descending 

 

You can export a log of your tickets up to the last 30 days, to a chosen format including 
specific information. 
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By default, all contacts only see their own tickets which they have logged in the Service 
Desk portal. If a contact needs to or should have access to all the schools’ tickets, please 
let us know. 
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Knowledge Based Articles 

Our knowledge-based articles are designed to provide users with quick and efficient 
solutions to common questions or issues they may encounter while using their MIS. 
These articles serve as a valuable resource, allowing customers to find answers and 
saving them the time of logging a ticket and awaiting a call back from the DMS team. 

• Each article is categorised based on specific topics related to the MIS, making it 
easier for users to navigate through the content. 

• The articles include detailed, step-by-step instructions that guide users through 
troubleshooting processes. 

Searching for Knowledge Base Articles 

1. Log on to the Service Desk Portal and from the top of the page select 
Knowledge base. 

 

2. Each MIS will house its own catalogue of knowledge base articles which will 
be broken down into categories (see example screen shot below): 

 

3. Use the search bar to start typing your query. 

 

• For example, it may be that you have certain query code on your school 
census that you cannot resolve. 
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• Or, that you are unsure how to create an exams room. 

 

Once you start typing your key words you will see a list of articles generate that will 
include those key words. 

4. Once you find an article relating to your query, click this from the list. This will 
then detail what the issue is and how this can be resolved. 

 

Feedback on articles can be provided. There is a ‘Was this article helpful’ with Yes/No 
option at the bottom of each article. Clicking No allows you to provide us with feedback 
on how we can improve the article. 

Knowledge base when logging a ticket 

Related Knowledge Base articles will also flag once you start typing in the subject field 
when logging a ticket. 
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HFL Hub 

The HFL Hub is a one stop shop that holds all our Training, Courses, and Events.  

The HFL Hub houses a variety of training content throughout various teams within HFL. 
The Data Management Services content consists of face-to-face workshops, live 
webinars, and e-learning videos that can be watched at your own pace. 

You do not need to have an account to purchase resources on the HFL Hub, simply type in 
HFL Hub in your search engine and click on HFL Hub. 

There is also a link on the front page of our DMS Portal. 

1. Once you have accessed the HFL Hub main page go to Training and Events, 
under the Business Services column select Data Management Services. 

 

2. Use the search bar at the top of the page to search for any specific training 
areas you may be interested in, this will flag up any available courses using 
those key words. 

 

3. Select a course you are interested in and then select Place in cart to either 
book your space or to place the e-learning content to your training page. 

 

4. Any e-learning training content you purchase will appear under the Current 
Learning section which can be found in My Dashboard. 

 

https://hub.hfleducation.org/
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Termly free Virtual User Groups 

Our termly virtual user groups are designed to provide up to date information on 
developments within the MIS software and statutory returns, as well as exchanging 
information on processes and procedures undertaken on a day-to-day basis. It also offers 
the opportunity to ask questions of our consultants and network with other school 
administrators. 

The sessions are free to schools that have a SIMS or Arbor support contract with Data 
Management Services. We would recommend attendance at these user groups to keep 
you up to date and informed. By registering for the event, you will receive the recording 
afterwards. 

Attending these termly sessions will help ensure that users: 

• are confident enough to use the most recent developments in the SIMS or Arbor 
suites of software. 

• are aware of any change in administration procedures. 

• are able to use the information and additional knowledge to support their work 
when back in school. 

• can provide direct feedback to consultants about any concerns or additional 
support needed to get the most of their MIS. 

For our customers who hold an MIS support contract with us an email will sent with a 
secret link for you to sign up once the dates of the groups have been announced.  

If you have an MIS support contract, please do not add the User Groups to your cart in the 
HFL Hub as this would be chargeable. 

For schools who do not hold an MIS support contract with us and would like to attend 
they can do so via the HFL Hub, this will be a chargeable event. See page 13 for how to 
access the HFL Hub. 
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Training and Consultancy 

The Data Managements Services team offer consultancy services remotely, with a 
specialist consultant, tailored to meet your specific requirements.  Some examples of 
such consultancy include: 

• to help a school self-evaluate their use of their MIS. 

• to talk to the school senior leadership team about the implementation of a 
new module 

• to implement achievement and behaviour rewards and sanctions linked to 
a school’s behaviour policy 

• to work with staff to record lesson and session attendance in the 
classroom 

• to work with a group of staff to enhance the assessment, analysis and 
reporting system 

• to help support the ongoing maintenance of the school timetable and 
curriculum analysis 

• to analyse existing data in the MIS 

• to provide module specific consultancy (e.g. attendance, assessment, 
personnel, examinations, clubs & trips, communications, etc.) 

The above is by no means an exhaustive list; if you have a need for consultancy or 
training on any areas within the software, you can contact our Service Desk and one of 
our experienced consultants will contact the user to discuss the exact needs so that we 
can arrange the best possible solution to meet them. 

Digital Training 

In addition to consultancy and bespoke training on your own data, Data Management 
Services also provide a comprehensive programme of webinars and pre-recorded 
training.  We constantly review and update this content and are always open to 
suggestions for new training content.  These enable staff to access the training from 
anywhere and with the pre-recorded content they can re-watch sections of the video as 
needed to embed their understanding of the content. See page 13 for how to access the 
HFL Hub. 
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Monthly Newsletters 

The Data Management Services monthly newsletter serves several key functions aimed 
at enhancing communication and support for our customers. 

The newsletter is a vital tool for keeping our schools and settings informed about the 
latest developments within their MIS. This includes updates on new features and product 
updates. 

The newsletter keeps you informed about upcoming statutory returns along with any 
new guidance, or training content that has been created and workshops that can be 
booked. 

You can sign up to our monthly newsletter via the front page of the DMS Portal. 

 

1. Click on Data Management Services newsletter. 

2. From this page you will be able to download previous newsletters. 

  

3. To subscribe to the newsletter and have this emailed directly to the your inbox 
click on the can sign up now hyperlink. 

4. On the following page enter your credentials and select Subscribe. 
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