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LCC Care Provider Portal 

Supplier Authentication 

 
The iSupplier Care Provider Portal is only available to care providers. 
Because the care portal contains sensitive information about service users, it 
is necessary for us to safeguard this information by introducing additional 
security in the form of a security application, or soft token, unique to each 
provider user.  
 
Before you log into the iSupplier Care Portal, you must register and download 
additional authentication software. Information about downloading, registering 
and using the 'soft token' is available on the Lancashire County Council 
website via the iSupplier Support page  

 

Step Action 

1. Login to the Supplier Portal.  

 

Step Action 

2. Only Care Providers will have a link to the Care Portal. 
 
Click the LCC Care Provider Portal link. 

http://www.lancashire.gov.uk/corporate/web/?siteid=6864&pageid=41137&e=e
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Step Action 

3. Each time you log into the iSupplier Care Portal you must provide 
your PIN number and the token code. 
 
Enter the PIN number you previously selected into the PIN field.  

4. Enter the token number from the Symantic VIP Authentication into 
the Token Code field.  

5. Click the Login link. 

 

6. You are now taken to the Care Provider Portal home page. 
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Care Provider Portal Home Page and Navigation 

 
The Care Provider Home page is the starting place for all your related tasks. 
Using the home page you can:  

 Search for service users. 
 View the needs and outcomes for service users. 
 View the emergency contact information for a service user. 
 Send a message relating to a service user. 
 View / input details of care scheduled or provided. 

Step Action 

1. When you access the Care Services Portal you are taken to the 
home page. 
 
The message section will be used by the authority where 
necessary e.g. this will be used to notify you of hospitals on red 
alert. 

 

Step Action 

2. Click the Enter Actual link to search for or enter information 

relating to service users  
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Search for a Service User's Care Plan 

 

Step Action 

3. Search for or enter information relating to service users. 
 
Fields with an asterisk are mandatory. 

4. You must always enter the date range; this may be in the past or 
the future.  
 
Dates are sorted by weekly cycles starting on a Monday, so if 
you are looking for a Service User who started services on 
Wednesday 11th June 2014, the date range searched for would 
need to contain 09-Jun-2014. 

 
Enter the date in the format DD-Mon-YYYY, or click the Calendar 

buttons to select the dates. 

 

5. Further search information is not mandatory, but may be used to 
reduce the number of results received in your search: 

 Service; e.g. Domiciliary or Residential Care. 

 Service User No; this is the same as the Issis / LAS number 

and is unique to each service user. 

 Surname. 

6. Click the Search link. 
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Step Action 

7. A summary of the Care Package details is now displayed. This 
displays the services and service users on a weekly basis. 
 

 CPLI Ref; Care Package Line Item - an internal reference 

that identifies a particular service type provided to a specific 
service user. 

 SSREF; this is the same as the Service User No (the Issis 

reference). 

8. Click the Update button to the left of the line summary. 

 

 

Step Action 

9. The Care Plan section displays basic details about the supplier, 
service and service user. 

 The Date From and To show the original date the care 
package started and the date ended (if applicable). 

 Where a care package is ongoing no end date will be 
displayed. 

10. The Actuals section displays the individual week you are querying. 

 This may identify the hours of care due in the week, or a 
fixed cash amount for the care. For residential care, the 
quantity will normally be displayed as 1.0. 
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View the Support Plan 

 

Step Action 

11. Go to the service user's care plan. 

12. Click the View Documents link. 

 

 

Step Action 

13. The full support plan, including the needs and outcomes for the 
service user will be displayed. 
 
Click the Cancel link to return to the previous screen. 
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Send a Message 

 
Note: This 'Send a Message' functionality may not be available when the 
system is initially launched. 

 

Step Action 

14. Go to the service user's support plan. 

15. Click the Send Message link. 
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Step Action 

16. Select the Recipient. You can only send a message to the Active 

Caseworker (the Social Worker), the Payments team (Finance) or 
the Sourcing team (Care Navigation). 

17. Enter the subject, the message text and click on the Send button.  

18. Click the Cancel button to return to the previous screen. 

 

 



 

Training Guide 
LCC Care Provider Portal 

 

 Page 9 

View the Service User's Emergency Contact Information 

 

Step Action 

19. Go to the service user's support plan. 

20. Click the Emergency Contact link. 
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Step Action 

21. The emergency contact details for the service user will be 
displayed. 
 
Click the Cancel link to return to the previous screen. 
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Input Details of Care Provided 

 
Enter the details of the care provided to instigate the payment process. 
Suppliers will not receive payment until the care package details have been 
entered and successfully submitted. 
  
Suppliers may enter the details of the care provided online, or may download 
a template, enter the information on the spreadsheet and then upload it. 
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Enter Domiciliary Care Single or Dual Carer 

 

Step Action 

1. From the Care Services home page, click the Enter Actual link. 

 

 

Step Action 

2. Enter the date range for the search. 

3. Enter the services user's number or name. 
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Step Action 

4. Click the Search link. 

 

5. A summary of the care package details for the service user and the 
dates requested will now be displayed.  
 
Check the service user name and the dates; the details cannot be 
amended once submitted. 

6. Click on the button to the left of the line summary to enter details of 
the care provided. 

 

7. Basic details about the supplier, service and service user are 
displayed.  
 
This includes the hours of care due in the week.  
 
The hours of care actually provided can now be entered.  

 

Step Action 

8. Enter the number of hours of care provided or not provided into the 
relevant field. 
 
Please note; all hours entered should be to a maximum of 4 
decimal places. 

9. Actual; enter the actual hours of care provided to the service user 
into the Actual field. 
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Step Action 

10. Frustrated; if applicable, enter the number of hours where the care 

provider attended but was unable to gain access or where the 
service user cancelled the appointment without sufficient notice. 

11. Missed; if applicable, enter the number of hours where the care 

provider did not attend a scheduled appointment or where the 
appointment was cancelled with sufficient notice.  

12. Please note; the total of the Actual, Frustrated and Missed fields is 
displayed in 'Total' and must equal the Quantity (i.e. the total 
amount of care commissioned for the service user in the relevant 
period). 
 
You will not be able to submit the claim unless the total matches 
the quantity. 

13. Extra; if applicable, enter the total number of hours provided over 
and above the commissioned total (the Quantity). This refers to 
unexpected extra hours such as remaining on site while an 
ambulance is called for the service user, or to reflect an agreed 
initial visit charge.  
 
'Extra' should not be used where the package of care has been 
increased by agreement with the Social Worker in advance. This 
type of increase should already be reflected in the Quantity by an 
amendment to the Service User's care package that will be shown 
on the portal through a revised CPLI. If the current agreed care 
package is not reflected in the quantity you must contact the Social 
Worker accordingly to request that the care package is updated. 

14. Do not enter the number of visits; this will be calculated by the 
system. 

15. If you have entered any hours into the Frustrated, Missed and / or 
Extra fields, you must provide full details for each in the Comments 

field. 
 
You may not be able to submit your claim if you do not include a 
comment and the Authority may reject the claim if a clear reason is 
not given. 

16. Check the details and amend if necessary.  
 
Once the details are correct, click the Create link. 

 

17. If the status is 'Valid' or 'Valid - Requires Authorisation', go to the 
next step. 
 
If the status is 'Invalid', the details are incorrect and must be 
amended. This may be if the Total and Quantity fields do not 
match, or if a comment has not been entered where appropriate. 
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Step Action 

18. The details should now be saved or submitted. 
 
Please note; you cannot make changes once the details have been 
submitted, unless your submission is rejected by the Authority. 
 
If you are not ready to submit the details yet, click the Save button. 

19. To submit, click the Submit Actuals link. 

 

20. The status should now be 'Submitted' or 'Submitted - Requires 
Authorisation'. 
 
The Authority will now check and either authorise or reject the 
details. 

21. Click the Cancel link to return to the summary screen. 

 

22. The status is also displayed on the Care Package Details 
summary. 
 
Please contact the Procurement Service if you need to update 
details which have been submitted. 
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Enter Domiciliary Care (ISF) Weekly 

 

Step Action 

1. From the Care Services home page, click the Enter Actual link. 

 

 

Step Action 

2. Enter the date range for the search. 

3. Enter the services user's number or name. 
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Step Action 

4. Click the Search link. 

 

5. A summary of the care package details for the service user and the 
dates requested will now be displayed.  
 
Check the service user name and the dates; the details cannot be 
amended once submitted.  

6. Click on the button to the left of the line summary to enter details of 
the care provided. 

 

7. Basic details about the supplier, service and service user are 
displayed. This includes a fixed cash value of the care due in the 
week.  
 
The details of the care actually provided can now be entered. 

8. The value of the care actually provided or not provided is entered in 
the Actual and missed fields as a proportion of the total care due. 
The 'Missed' details are required for monitoring purposes. 
 
Please note; this should be entered to a maximum of 4 decimal 
places. 
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Step Action 

9. Actual; enter the proportion of care provided to the service user. 

E.g. if the value of care provided totalled £400.00 and you were 
commissioned for £500.00. 
 
          £400.00 ÷ £500.00 = 0.8000 

10. Frustrated; is not required for this type of service. 

11. Missed; enter the proportion of care not provided to the service 
user, irrespective of the reason. For this example, care totalling 
£50.00 out of a £500.00 budget was not used. 
 
          £50.00 ÷ £500.00 = 0.1000 

12. Please note; the total of the Actual and Missed fields is displayed 
in 'Total' and this must be the same as the Quantity.  
 
You will not be able to submit the claim unless the total matches 
the quantity. 

13. If a service user starts to receive care during the week, the Quantity 
will be a proportion of the week.  
 
If a service user's care ends during the week, use the Missed field 
to identify the proportion of care not provided during the week. 

14. The Extra and Visits fields should not be completed. 

15. If you have recorded any Missed visits, you must provide full details 
for each in the Comments field. 

 
You may not be able to submit your claim if you do not include a 
comment and the Authority may reject the claim if a clear reason is 
not given. 

16. Check the details and amend if necessary.  
 
Once the details are correct, click the Create link. 

 

17. If the status is 'Valid' or 'Valid - Requires Authorisation', go to the 
next step. 
 
If the status is 'Invalid', the details are incorrect and must be 
amended. This may be if the Total and Quantity fields do not 
match, or if a comment has not been entered where appropriate. 

18. The details should now be saved or submitted. 
 
Please note; you cannot make changes once the details have been 
submitted, unless your submission is rejected by the Authority. 
 
If you are not ready to submit the details yet, click the Save button. 
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Step Action 

19. To submit, click the Submit Actuals link. 

 

20. The status should now be 'Submitted' or 'Submitted - Requires 
Authorisation'. 
 
The Authority will now check and either authorise or reject the 
details. 

21. Click the Cancel link to return to the summary screen. 

 

22. The status is also displayed on the Care Package Details 
summary. 
 
Please contact the Procurement Service if you need to update 
details which have been submitted. 
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Enter Residential Care 

 

Step Action 

1. From the Care Services home page, click the Enter Actual link. 

 

 

Step Action 

2. Enter the date range for the search. 

3. Enter the services user's number or name. 
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Step Action 

4. Click the Search link. 

 

5. A summary of the care package details for the service user and the 
dates requested will now be displayed.  
 
Check the service user name and the dates; the details cannot be 
amended once submitted. 

6. Click on the button to the left of the line summary to enter details of 
the care provided. 

 

7. Basic details about the supplier, service and service user are 
displayed. This includes a fixed cash value of the care due in the 
week.  
 
The details of the care actually provided can now be entered. 

8. The value of the care actually provided or not provided is entered in 
the Actual and missed fields as a proportion of the total care due. 
The 'Missed' details are required for monitoring purposes. 
 
Please note; this should be entered to a maximum of 4 decimal 
places. 

 

Step Action 

9. Actual; enter the proportion of care provided to the service user. 

E.g. if the care has been provided for 4 out of the 7 days due. 
 
          4 ÷ 7 = 0.5714 
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Step Action 

10. The Frustrated field is not required for this type of service. 

11. Missed; enter the proportion of care not provided to the service 

user, irrespective of the reason. For this example, the care has not 
been provided for 3 out of the 7 days due. 
 
          3 ÷ 7 = 0.4286 

12. Please note; the total of the Actual and Missed fields is displayed 
in 'Total' and this must be the same as the Quantity.  
 
You will not be able to submit the claim unless the total matches 
the quantity. 

13. If a service user starts to receive care during the week, the Quantity 
will be a proportion of the week.  
 
If a service user's care ends during the week, use the Missed field 
to identify the proportion of care not provided during the week. 

14. The Extra and Visits fields should not be completed. 

15. If you have recorded any Missed visits, you must provide full details 
for each in the Comments field. 
 
You may not be able to submit your claim if you do not include a 
comment and the Authority may reject the claim if a clear reason is 
not given. 

16. Check the details and amend if necessary.  
 
Once the details are correct, click the Create link. 

 

17. If the status is 'Valid' or 'Valid - Requires Authorisation', go to the 
next step. 
 
If the status is 'Invalid', the details are incorrect and must be 
amended. This may be if the Total and Quantity fields do not 
match, or if a comment has not been entered where appropriate. 

18. The details should now be saved or submitted. 
 
Please note; you cannot make changes once the details have been 
submitted, unless your submission is rejected by the Authority. 
 
If you are not ready to submit the details yet, click the Save button. 

19. Click the Submit Actuals link. 
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Step Action 

20. The status should now be 'Submitted' or 'Submitted - Requires 
Authorisation'. 
 
The Authority will now check and either authorise or reject the 
details. 

21. Click the Cancel link to return to the summary screen. 

 

22. The status is also displayed on the Care Package Details 
summary. 
 
Please contact the Procurement Service if you need to update 
details which have been submitted. 
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Input Details of the Care Provided via Spreadsheet 

 
If you wish to input the care package details for several service users at the 
same time, you may find it easier to download the care package details into a 
spreadsheet and then enter and import back into the system. 
  
The information you are required to provide about care provided is exactly the 
same whether you use the Enter Actuals page to submit details manually for 
each service user or if you use the Bulk Upload functionality to provide the 
information in spreadsheet format. 
 
The process is divided into 3 parts: 

 Download the spreadsheet template, 

 Enter details of the care provided using the spreadsheet 

 Import the spreadsheet into the Care Services Portal and submit the 
claim. 
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Download the Spreadsheet Template 

 

Step Action 

1. From the Care Services portal home page, click the Bulk Load 
Actuals link. 

 

 

Step Action 

2. Click the Download Template link. 
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Step Action 

3. Enter the date range for the search. 

4. Enter further search criteria if required. 

5. Click the Search link. 

 

6. Click the Show Download link. 

 

7. A summary of the care package details for the service users and 
the dates requested will now be displayed. 
 
This information can now be exported into a spreadsheet. 
 
Click the scrollbar until you see the Save to CSV link. 

8. Click the Save to CSV link. 
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Step Action 

9. Rename and save the spreadsheet as a CSV file to a convenient 
location.  

10. When the spreadsheet has been saved, click the Open button. 

 

11. The information shown on the portal is now displayed in the 
spreadsheet. 
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Update Spreadsheet with Details of Care Provided 

 
Once you have downloaded and saved the spreadsheet template from the 
Bulk Load Actuals tab, you may enter the details of the care provided. 

 

Step Action 

1. Delete any rows for which you are not ready to enter the details. 

2. Enter the details of the care provided against the relevant service 
user and date.  
 
Please note; hours and proportion of weeks should always be 
entered to a maximum of 4 decimal places. 

3. Actual; enter the actual hours or proportion of care provided to 
each service user. 

4. Frustrated: Only required for Domiciliary Care, Single or Dual 

Carer (where hours are input). 
 
Enter the number of hours where the care provider attended but 
was not able to gain access to the premises or when the service 
user cancelled the appointment without sufficient notice. 
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Step Action 

5. Missed: 

 
Domiciliary Care, Single or Dual Carer; enter the hours where the 
care provider failed to attend the appointment or the appointment 
was cancelled with sufficient notice. 
 
Domiciliary Care (ISF) Weekly / Residential Care; enter the 
proportion of care not provided to the service user, irrespective of 
the reason.  

6. Please note; the total of the Actual, Frustrated and Missed fields 

must equal the Quantity. 
 
The spreadsheet can be uploaded but will be invalid (and cannot 
be submitted) if the quantity and the total do not match.  

7. Extra: Only required for Domiciliary Care, Single or Dual Carer, 
where hours are input. 
 
Enter the total number of 'Extra' hours provided over and above the 
commissioned total (the Quantity). Note: the term 'Extra' refers to 
unexpected extra hours such as remaining on site while an 
ambulance is called for the service user, or to reflect an agreed 
initial visit charge.  
 
'Extra' should not be used where the package of care has been 
increased by agreement with the Social Worker in advance. This 
type of increase should already be reflected in the Quantity by an 
amendment to the Service User's care package that will be shown 
on the portal through a revised CPLI. If the current agreed care 
package is not reflected in the quantity you must contact the Social 
Worker accordingly to request that the care package is updated. 

8. Do not enter the number of visits; this will be calculated by the 
system.  

9. If you have entered any hours into the Frustrated, Missed and / or 
Extra fields, you must provide full details for each in the Comments 
field. 
 
You may not be able to submit your claim if you do not include a 
comment and the Authority may reject the claim if a clear reason is 
not given. 

10. Once the details have been entered, Save the amended 
spreadsheet. 
 
Please note; the details can still be amended once uploaded into 
the portal. Amendments can continue to be made to the details of 
care provided until the claim is actually submitted. 
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Upload the Spreadsheet into the Care Portal 

 
Once you have completed and saved your spreadsheet, you should then 
upload the data into the Care Provider portal. Once you have uploaded and 
checked the details, this must then be submitted. The Authority will not be 
able to access the details of the care that you have recorded (or authorise any 
additional payments that might be due to you as a result) until the details are 
submitted by you. 
 

Step Action 

1. Once you have completed and saved your spreadsheet, you can 
upload into the Care Services portal and then submit the data. 

 

Step Action 

2. The spreadsheet has been saved as a CSV file; click the Upload 
Data - via CSV file link. 
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Step Action 

3. Click the Upload file, comma separated (*.csv) or tab delimited 
option. 

4. Use the Browse button to search for and select your completed 

spreadsheet file.  
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Step Action 

5. The location of the spreadsheet is now displayed in the File Name 
field and is ready to be uploaded. 
 
Click the Next > link. 

 

6. Click the Validate link. 

 

7. The data is now displayed and is displayed as Valid.  
 
The Status should be Valid or Valid Requires Authorisation. 
 
You must now submit the data - do not navigate away from 
this page without submitting. 
 
If you navigate away from this screen, the data will not be uploaded 
and you will not be able to upload by spreadsheet later. However, 
you will be able to upload manually.  

8. Invalid Rows 
 
If the Status of a row is invalid, the details have been transferred 
into the portal but you will not be able to submit. 
 
After submitting the remaining lines, you must access, amend and 
submit the details via the Enter Actual link. 

9. Click the Submit link. 

 

10. The data will disappear from the screen. 
 
You will receive confirmation of the number of rows uploaded at the 
top of the screen. 

11. To view the data which has been uploaded, click the Enter 
Actual link. 

 
You will also be able to amend and submit data which has an 
invalid status. 
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Step Action 

12. Search for the relevant period and service users. 

13. Click the Search link. 

 

14. The status of each line is displayed in the summary. 

15. View the uploaded details. 
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Step Action 

16. If the status is 'Submitted' or 'Submitted - Requires Authorisation', 
the data can only be amended if rejected by the Authority. 
 
If a line has an Invalid status, amend and submit the details. 
 
Please contact the Procurement Service if you need to update 
details which have been submitted. 

 


