
YOUR GUIDE TO  
USING ASSISTME 

FOR ASSISTME REGISTERED USERS ONLY

The information contained in this document is based on our understanding of the  
relevant UK law and regulation at the time of printing. Law and regulation may be  

subject to change, which cannot be foreseen. While reasonable care has been taken  
in the preparation of this document, we cannot be held liable for any inaccuracy  

or misinterpretation of relevant law, regulation and/or guidance. Scottish Widows  
strongly recommends that you seek independent professional advice.
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WELCOME TO ASSISTME

AssistMe is an intuitive and efficient way of managing your automatic  
enrolment obligations. It’s been designed to let you run the process by yourself.  

This guide will help you through initial setup and assessment and also covers  
scheme management, including FAQs. It will also assist you in generating any  

postponement notices and/or assessment letters.

This guide is a user-friendly document to help you and therefore  
will be reviewed and updated on a regular basis. Should you have any  

additional queries, please contact us. 

Your guide to using AssistMe
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TECHNICAL REQUIREMENTS

BEFORE YOU GET STARTED ON ASSISTME IT MIGHT BE HELPFUL  
TO DISCUSS THE TECHNICAL REQUIREMENTS, DETAILED IN THIS  

SECTION OF THE GUIDE, WITH YOUR IT SUPPORT TEAM.

Your guide to using AssistMe

SYSTEM REQUIREMENTS 
To ensure your automatic enrolment process runs 
smoothly, you should check that you have the following: 

A web browser compatible with AssistMe

AssistMe is compatible with Chrome and Internet 
Explorer 8 and 9 (but not 6). If you’re not sure  
your browser is compatible, please speak to your  
Scottish Widows contact.

Secure email

To receive secure emails, you need to be able 
to open HTMP formatted emails. Our emails are 
sent from noreply_<your org name>@assistme.
scottishwidows.co.uk

Excel, or an Excel viewer

You’ll need Excel to view assessment files provided 
by AssistMe, which you then need to submit back into 
your payroll.

PDF viewer

AssistMe produces letters for you to send employees, 
as PDFs.

Configuring AssistMe

This is a form completed by your company, which 
helped us with the initial set up of AssistMe. The 
information provided includes:

• employer details

• initial users (scheme administrators) and authorisers

• payroll details

• employee communications details (such as address, 
signatories and key contacts)

• scheme configuration (sections, payment 
arrangements, segmented arrangements with  
The People’s Pension, where applicable)

• contribution rates and pensionable earnings 
definitions.

You may need to refer to some of this information.  
If you don’t have a copy, your Scottish Widows contact 
will be able to give you one. 

Your company logo on communications 

If you wish, we can add your company logo to 
employee communications. It will be requested by 
your Scottish Widows representative in advance of 
setup. Your logo should be provided as a jpg with a 
maximum 400 pixels wide by 100 pixels tall, with the 
horizontal and vertical resolution also set to 96 dpi. 
Once provided, if your logo changes, you can amend 
this yourself through ‘Amend employer details’ from 
your AssistMe homepage.

Completed data file

This must be completed in advance of using AssistMe. 
You may have had payroll upgrades in advance of 
automatic enrolment to help you with the required 
data items. Please check all work has been completed 
to avoid delays when submitting files to AssistMe. To 
help you meet our requirements for completing your 
standard data file you can view our Data Requirement 
Guide here.

http://reference.scottishwidows.co.uk/docs/24576.pdf


RECEIVING EMAILS FROM ASSISTME 
Employee communications sent by email will come 
from the following domain…

noreply_<your org name>@assistme.
scottishwidows.co.uk

For some new AssistMe users, the encrypted 
credentials email sent out to new users containing 
their username and password may end up in their 
Junk Mail. If an expected credentials email does 
not arrive, please check your Junk mail folders.

We strongly recommend that you do not use 
personal email addresses and consult your own IT 
department to ensure the actual email address is set 
up within your address book on your email system. 

If you prefer AssistMe to produce a PDF file of the 
communications rather than issue them by email, 
please do not include any email addresses in your 
data file. Alternatively you can change this yourself 
via “Amend Scheme’ from the AssistMe homepage. 

Avoiding email bounce backs

Your organisation will already have been asked 
to provide an additional email address to cover 
bounce backs at configuration. If for any reason 
you cannot accept emails generated from AssistMe 
then these will automatically be directed to the 
additional email address provided. These will 
come from noreply_<your org name>@assistme.
scottishwidows.co.uk  On receipt, your company 
scheme administrator would then need to logon 
to AssistMe, download a copy of the appropriate 
employee’s communication and send it to them in 
the post.

5
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GETTING STARTED

THIS SECTION COVERS A FEW AREAS TO HELP YOU  
GET STARTED ON ASSISTME, SUCH AS UNDERSTANDING THE  

ONGOING NEEDS FOR DATA FILES AND UPKEEP AND HOW  
TO LOGON TO ASSISTME FOR THE FIRST TIME.

Your guide to using AssistMe

DATA MANAGEMENT
Your Data Requirements Guide provides you with 
detailed information on how to get started on AssistMe. 
Please review this document here in advance of 
preparing your data files to ensure you’ve included  
all required information. The following information 
provides an overview of what you need to do. 

In order for AssistMe to recognise your data files, there 
are some simple template requirements. You should 
upload files as:

• Excel 2003 (xls) or Excel 2007/2010/2012 (xlsx) formats.

• There must only be one tab populated in the spreadsheet, 
data will be read from the first worksheet only.

• The three characters ‘ < or > (apostrophe, less than and 
greater than) must not be included in column headings 
although they are OK in the data itself.

• Dates must be inputted consistently throughout the file. 
Choose one of these formats and stick to it: 

 dd/mm/yyyy (for example 12/07/2013) 

 dd.mm.yyyy (for example 12.07.2013) 

 dd-mm-yyyy (for example 12-07-2013) 

 dd mm yyyy (for example 12 07 2013) 

Template requirements for inputting numbers are:

• Any recognisable number (no text should be included 
in the numbers).

• Should not include any formatting such as currency 
or percentage.

• Decimal numbers must contain a decimal point and 
must be rounded to two decimal places. 

Please don’t force data files through and ensure the 
data file applies to the pay reference period you are 
assessing. The validation ensures the right data is 
processed during your assessment. 

It is important that your payroll and HR data suppliers, 
where applicable, are also aware of the data needed 
so they can make any changes in good time prior to 
staging. Certain fields are mandatory for assessment. 
Data files with incomplete data will be rejected and 
may delay processing.

Data quality

For smooth and compliant automatic enrolment it 
is essential that your employee data is accurate and 
complete, prior to assessment through AssistMe. 
We recommend that if any changes are made or 
highlighted throughout the process you should update 
your source files (standard data files) and also reflect 
any changes in your HR/Payroll systems prior to 
running the next file. This will ensure these are not 
highlighted again in later months. 

It might be helpful for you to know some common 
challenges which employers who have already met 
their staging dates have faced. These are:

• contractual join dates being completed in error

• employees who have requested opt out included  
in error

• incorrect files being uploaded and forced through 
validation

• members being included in the wrong pay groups

• changes to postponement dates post scheme setup.

Further pointers for you to be aware of are:

• assumptions being made that setup is accurate

• not fully understanding the standard data file 
requirements 

• company logos being supplied in the wrong format 

• if only using a full assessment model, when submitting 
your data we still require your whole work force on the 
file, not just assessed eligibles

• if email is your primary communication method, for 
the process to work effectively you will need to ensure 
you have a mechanism for capturing email addresses 
for your employees. This is not a mandatory field but 
gaps would increase the amount of manual work you 
then need to undertake to print PDFs and post

• prepare your systems to ensure emails generated 
from AssistMe do not fall into ‘spam’. Please refer  
to the previous page for more information.



7

Your guide to using AssistMe

FIRST TIME LOGON

A basic setup will have been completed by 
Scottish Widows, based on information provided 
on your configuration form, which will provide 
access for the scheme administrator and any 
other identified users. You will receive an email 
confirming your username and password. If you 
are the company scheme administrator, you will 
have permissions to setup, change and remove 
users within your organisation.

Maintaining password security

• Your initial password will be provided to you by 
secure email once you access AssistMe, and you 
will be prompted to change this within three days. 

• Passwords will expire every 90 days. 

• Passwords should contain a minimum of eight 
characters and contain a mix of upper and 
lowercase, alphanumeric and special characters 
(e.g. !, $, #, %). 

• After three failed login attempts, your account will 
be locked. To unlock your account, you can ask your 
scheme administrator to unlock this via ‘Amend 
AssistMe Users’ from the homepage. Alternatively 
you can contact our Automatic Enrolment Support 
Team if you are the scheme administrator. Other 
users can have passwords reset by the company 
scheme administrator. 
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MULTIPLE SCHEME ACCESS

If you manage multiple schemes, during configuration you will have been  
asked to provide details to allow this set up. When you log in you will see  

‘Select Employer’ on your screen. Simply select the one you want to work on.  
Alternatively, if it’s just reporting that you are after, you can access  

that from this page too.

ABC Limited

DEF Limited

ABC Limited

Your guide to using AssistMe
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HOW TO USE SECURE EMAIL (VOLTAGE SECUREMAIL) 

All emails from AssistMe are generated via Voltage SecureMail.

You will receive a message from Lloyds Banking Group that will include an attachment  
called message_zdm.html  Opening this attachment will launch your web browser and you  

will be able to access the encrypted message contents and reply to the message.  
The contents of the email will look similar to this:
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EMAIL VERIFICATION 

If you are a first time user then you will be prompted to create an account and  
be asked to enter a password (ensure you keep this for future use). Once complete  

you will be issued with a new email in order to verify your email address.  
Please ensure you follow the link on the new email to complete verification. 

If you are a previous user then you will be asked to confirm your email  
address as shown below and then enter your password. This will  

decrypt the message to allow you to read.

Your guide to using AssistMe
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If you have forgotten your password then you can reset this yourself  
by clicking on ‘Forgot your password’. This will generate a separate email,  

where you can click on the link and reset your password accordingly.

ann.example@scottishwidows.co.uk

Ann Example

If you enter the incorrect password, you will be prompted with the following message:

Simply enter your correct details.
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NAVIGATING  
THROUGH ASSISTME 

This section covers how you navigate your way around AssistMe and how  
to set up a scheme to begin processing your automatic enrolment functionality  

such as assessment, contributions processing and communications. You will also be  
guided through scheme management activities such as payment authorisation.

If you are logging onto AssistMe for the first time, please follow the guidelines here.

NAVIGATION

Screen navigation

When you are uploading your payroll file for the assessment you will  
see a navigation bar at the top of the screen which looks similar to this:

This will show you where you are in the process and how many steps you have left. 

This is what the buttons at the bottom of the screen do:

Your guide to using AssistMe

• Save & exit – will save changes on your current 
screen and take you back to the homepage.

• Exit – takes you back to the homepage. 

• Start again – abandons the current upload and 
returns you to the start of the process. You will see 
a warning before it does this. Check it’s really what 
you want to do before going further.

• Confirm – completes the step you are on in  
the workflow.
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HELP IS ON HAND 
Help is always on hand, wherever you are on AssistMe.  

You can see the question mark and word HELP, tabbed on the  
right hand side of the screen. 

Clicking HELP opens our online support centre where you can  
find guides, tips and troubleshooting information, without taking  

you away from whichever step you are on in AssistMe.

PRINT CAPABILITY 

In the corner of the screen you will see the print symbol,  
which means you can print the page you are on, including items  

in scroll boxes. Useful for keeping records.
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USER MANAGEMENT

There are different types of user access on AssistMe  
for data protection and security purposes.

Set up additional users

This screen lists all users that have been set up to 
access AssistMe along with their assigned roles. If the 
user has been restricted by the scheme administrator 
to specific pay groups, these will also be listed.

Here you are able to add, change or delete users. To 
add a new user, scheme administrators can simply 
click on the ‘add new user’ button and complete the 
details including any restricted access they should 
have. Click submit and the system will generate 
an email to the new user, which will provide their 
username and password.

My account

The new functionality of this section allows users to 
manage their own account details, such as amending 
names and passwords online. You can access this 
section in the ‘My account’ tab.

Ann Example ABC Ltd ABC Group

abc@abc.com

def@abc.com

ghi@abc.com

jkl@abc.com
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Q Do I need to take any different actions if I have a 
segmented scheme?

User management is not affected by scheme segmentation. 

Q What happens if I have been setup as the wrong type 
of user?

If you have more or less access than you need, please 
contact your company scheme administrator who can 
manage this for you. If you are the scheme administrator 
you can amend this through the Maintain User Accounts 
screen which is accessible from the homepage under 
the ‘Amend AssistMe Users’ tab. Company scheme 
administrators have full access.

Q How long does it take after I set up a new user before 
they receive their logon details?

They should receive their logon details within a few 
minutes via secure email.

Q Are there limits as to how many users I can have? 

There are no limits to the number of users, but please 
remember that you are responsible for users and their 
access so you should review these periodically to ensure 
they are correct. Leavers and role changes should be dealt 
with swiftly. 

Q Do I need any password details for other services? 

In the short term if you wish to undertake activity 
on the Scottish Widows Corporate Pension Servicing 
Platform (CPSP), then you will require your existing 
username and password. In the future this will be 
contained within the AssistMe solution.

Please be mindful that the Scottish Widows Corporate 
Pension Servicing Platform is for use only for those 
areas outside of AssistMe such as contribution history 
or benefit statement requests. Please do not submit 
data through these services as this could be irreversible 
and impact on your compliance duties.

Q Can data administrators be limited to specific pay 
groups? 

Yes, a scheme can be created with restricted pay groups. 
If you are adding new users, at setup you can select the 
pay groups you want them to have access to.

Q Can I add new users in the future?

Yes, you can add new users during the initial setup stages  
and via the AssistMe homepage at any time. You will however 
need to have scheme administrator access to do this. 

Q I’m not a scheme administrator, can I self register 
for AssistMe? 

No, you must speak to your company scheme administrator 
and they can arrange access for you if needed. 

Q Can I use a shared team mailbox to set up my user 
access as I work part time and share my duties with 
other colleagues? 

No, you must provide individual mailbox addresses 
during setup. At all times Scottish Widows must 
endeavour to enforce that suitable identification 
procedures are in place prior to providing information 
access. The username must be unique to that user so 
access controls can be applied and audit trails logged 
for each user. That’s why it’s not practical for different 
users to use the same email address as their username. 

Q I am a payroll administrator, why have I received a 
message when trying to logon to AssistMe telling me 
scheme verification has not been completed yet?

If you logon before setup is complete, you will be 
prompted to change your password and will then 
be presented with a holding page. This means your 
username has not been validated yet and we suggest 
you try again later or speak with your scheme 
administrator.

Q I’ve just tried logging on for the first time and my 
password doesn’t work. What should I do?

Initial passwords issued will only remain valid for three 
days for security purposes. If you haven’t accessed your 
account within this time you can do the following:

• Password expired or forgotten – you can reset your 
password by clicking on ‘forgot your password’

• Account locked – contact the Automatic Enrolment 
Support Team

• Account no longer active – your scheme 
administrator can unlock this for you, or alternatively 
if you are the scheme administrator then contact your 
Scottish Widows contact.

FAQs
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3 QUICK CHECKS BEFORE  
GETTING STARTED

This is your quick 3-check guide to getting started on AssistMe.  
Once your initial setup is complete, you can feel confident that you’re  

on your way to ensuring your automatic enrolment process  
management runs smoothly. 

At this stage, it’s all about accuracy. Please review  
and confirm that all information in the 3 quick checks  

is correct and properly recorded.
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CHECK 1

UPDATE EXCEPTIONS TO PAY DATE CALENDAR

If your pay date varies around, for example, weekends or Christmas,  
this is where you make the changes on AssistMe. Click the red review button  

and update the calendar. Then click in the confirmation box.

ABC Limited

ABC Limited

Fortnightly

ABC Limited

ABC Limited

REMEMBER TO TICK THE CHECK BOX ONCE YOU  
HAVE COMPLETED AND REVIEWED EACH SECTION.



CHECK 2

REVIEW POSTPONEMENT AND  
COMMUNICATION METHOD

It may be useful for you to postpone automatic 
enrolment of new employees and employees 
newly eligible. This will cut-out automatic 
enrolment for these employees, and will also 
ensure enrolment is at the start (or end) of a pay 
reference period, which avoids AssistMe making 
assessments on partial earnings periods. 

Based on the information you supplied in 
Configuring AssistMe, the postpone period  
will read as the following:

Staging postponement – deferral of the 
assessment for all employees at staging date

New hire postponement – new employees, 
hired after your staging date

Eligibility postponement – employees 
becoming eligible after your staging date.

If you’d like more information on postponement 
visit www.thepensionsregulator.gov.uk

Lastly, select Employee communication method 
from the drop-down box and remember to tick 
the check box to confirm you are happy before 
proceeding to check 3.

18



CHECK 3

REVIEW EMPLOYEE COMMUNICATIONS SETTINGS

Information shown was supplied in Configuring 
AssistMe, which you completed with your  
Scottish Widows contact. If you spot any 
discrepancies please amend before going  
any further. 

Once you confirm the details in this section, they 
will be applied to your employee communications. 
If the details change at a later date, you can 
amend these under the ‘Amend employer details’ 
tab. However, please only proceed if you are fully 
comfortable with the details you have entered.  
You are responsible for ensuring the setup is 
accurate and in line with your payroll/HR systems. 
Please review every section, including your 
company logo if you’re using one, before clicking 
the box confirming the information is correct.

Upload your company logo

You may have uploaded your company logo at 
the configuration stage of AssistMe for employee 
communications, but if you want to amend or update 
it then you can do so at this stage.

Please ensure that your logo:

• is a JPEG file (in .jpg format)

• is no more than 400 pixels wide by 100 pixels high

• has a horizontal and vertical resolution of 96dpi.

Simply click on Upload/Replace and upload the logo 
file straight from your computer. The logo will then 
be displayed in the box to reflect the actual size.

You can delete or replace the logo at any time  
after set up through the ‘Amend employer’ section  
on the homepage.

ONCE YOU HAVE CONFIRMED ALL CHECKS, THE  
‘START USING ASSISTME’ BUTTON WILL ACTIVATE –  

WHICH YOU CAN NOW CLICK TO CONTINUE.

19
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FAQs

Q Do I need to complete all three setup checks at once?

Yes, you must complete all checks at once as there is no 
‘Save and exit’ available on this page. Please be aware 
that other users will not be able to access AssistMe 
until setup is confirmed as complete. 

Q One of my payroll administrators has logged in 
but can only see a holding page, is something wrong 
with the system?

Remember other users can’t access AssistMe until 
your setup is complete. If your setup is confirmed and 
you still have an issue, please speak to our Automatic 
Enrolment Support Team.

Q Is it possible for me to have a segmented scheme 
not shown on AssistMe?

Yes, it is possible if that is the way you have chosen 
to manage your workforce. If so, you may have more 
than one process to manage to meet your automatic 
enrolment obligations.

Q How do I add an additional section to the scheme? 

If you have recently changed or added a section, please 
speak to Scottish Widows so we can ensure all your 
records are up to date and AssistMe is updated. Please 
allow sufficient time for this.

Q Is there a requirement for initial setup to be 
approved by another user? 

No, the person completing setup should be the scheme 
administrator/individual who has been involved during 
initial conversations. That person is responsible for 
ensuring the setup is accurate and in line with your 
payroll/HR systems.

Q Once I have completed my initial setup,  
can I change data? 

It is important that you ensure your data is correct prior  
to completing your initial setup. However, you can manage 
some changes once submitted such as accessing and 
amending user profiles and communications preferences 
from the AssistMe homepage.
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ASSISTME HOMEPAGE

Once you have confirmed your employer set up, you are up and running on AssistMe.  
Each time you log in you will be directed to the AssistMe homepage.

Please upload full data for ABC Limited pay group.

On this screen you will have access to the 
following:

• notification centre

• amend AssistMe users

• amend employer details

• amend schemes

• amend paygroup & calendars

• retrieve comms

• reporting

• Help centre.

Functionality is dependent on your access rights.

ABC LIMITED
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NOTIFICATIONS

Your notifications box helps you to manage your tasks.  
There are various notifications you may receive dependent on  

the access rights you have been given.

Here are the various notifications you might see. 

Initial setup: no notifications will be present but the scheme  
administrator will be prompted to complete initial setup. 

Assessment: recipient can be scheme or data administrator.
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FAQs

Q When are notifications triggered and how? 

Some notifications are triggered by pay references 
for each pay group; some are triggered by completion 
of another task in the workflow. A full list of when 
notification and reminders are issued can be found  
on the AssistMe Support Centre, which you can access 
by clicking on the Help tab. 

Q How can I change a notification date? 

If you would like to make changes to your notification 
dates, you will need to change the dates in your pay 
schedules. If you change these, this will reset your 
notifications and you can do this via the ‘Amend 
paygroup and calendar function’ on the homepage.

Q Why can’t I see all of the available options on  
the homepage? 

What you can see on the homepage will reflect your user 
profile. This keeps AssistMe relevant to your role.
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1. Pre-assessment – this is two passes 
through assessment. The first pass enables 
a pre-assessment to take place which then 
provides you with an assessment file to 
feed back into payroll and collect prior to 
full assessment. You will then undertake 
the full assessment process.

2. Full assessment – this is a single pass 
through the full assessment process.

The purpose of having two models is to 
ensure you have a model that best suits 
your business model. 

Pre-assessment Full assessment

Payroll file

ASSESSING YOUR WORKFORCE

There are two models for assessment. 



25

PRE-ASSESSMENT

The process for pre-assessment is a simple four-step process. Prior to  
finalising your payroll, you should upload your payroll data to AssistMe in  

order to assess your workforce and produce a contributions file. 

You can download the file in Excel. The file is intended for you to  
upload into your payroll system to collect the correct contributions for  

automatically enrolled eligible employees.

At the end of this process, as soon as you click ‘confirm’ the notification  
will be generated to prompt you for the next task which is full assessment.  

Here is the process step by step.

STEP 1

PROCESS DATA FILE

This screen enables you to upload a file and for validation checks to be made.  
It is extremely important that you upload the correct file for the month you are assessing.  

Your file will be validated against our standard criteria, see more detail on page 6  
(Data Management). If you upload the wrong file this could lead to incorrect assessments  

and non-compliance. 

Any missing data will reject the file and be highlighted back to you on screen and  
you will be able to download it in an Excel spreadsheet, which clearly lists each row that  
contains an error and the validation error identified. You will then need to exit out of this  

page to address these data issues in your payroll and reload the file once complete. 

Your guide to using AssistMe
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A successful upload will look like this:

Ann Example

Ann Example

Ann Example

ABC Ltd

ABC Ltd

ABC Ltd

ABC Monthly

ABC Monthly

ABC Monthly

ABC Monthly.xls
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It is important that data is corrected in the source 
file to maintain smooth running and compliant 
processes. Please click on the Help tab onscreen 
and visit the AssistMe Support Centre for a full 
list of potential error codes and details on how 
to rectify them. Please take time to review the 
additional support information as any errors at  
this stage could result in future problems. Any 
queries, contact Scottish Widows. 

Once reloaded, you should be able to successfully 
progress to the next stage. 

NOTE: Please do not hit the button 
more than once or refresh the screen. 
Dependent on the size of your data  
file it may take some time to process. 
Please be assured the file is processing. 
Frequent clicks of the button may 
actually stop the process.

An unsuccessful upload will look like this:

Ann Example ABC Ltd ABC Monthly

ABC Monthly
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STEP 2

DATA CHANGES

Your guide to using AssistMe

Any changes will be listed under the appropriate 
sections. Some can be amended at this stage but the 
majority will need correcting by cancelling, amending 
your source file and starting again. 

If you notice an unusual level of changes being 
flagged, please check you have uploaded the correct 
file as this might indicate an issue. 

Missing nationality – if highlighted this will not 
prevent you from proceeding however the system 
will default these employees as ‘British’. If this is 
not the case, you will need to click ‘Start Again’, 
amend your data at source and re-upload the file. 

Missing from file – you will need to enter a reason 
code and add a corresponding date for every 
individual in this section. 

Date of birth changes – if the new DOB identified is 
incorrect, then you will need click ‘Start Again’, amend 
your data at source and re-upload the file. 

If correct, just click ‘Confirm’. 

ID changes – This could be any ID used such as  
NI number. 

Gender – if the new Gender identified is incorrect, click 
‘Start Again’ amend your data at source and re-upload 
the file. If this is true gender realignment or a fix to 
previously incorrect setting, please note that this 
will not be reflected onto the Scottish Widows policy 
documents as per current legislation. Instead you will 
need to contact Scottish Widows if the employee is a 
member of a Scottish Widows scheme.

You have an opportunity to review any data changes prior to assessment.  
The screen might look like this:

Ann Example

Name 1

Name 2

Name 3

Name 4
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STEP 3

REVIEW ASSESSMENT

The file will have been assessed based on the file uploaded and  
you will be presented with the outcomes of assessment. 

The table will display the pay group against all categories; however only  
those contained in the uploaded file will be visible. From here, you can easily see  
how each of the members uploaded in your file have been categorised. This table  

reflects changes since the last assessed reference period. 

The details shown will be from the specific file that you have  
uploaded and you can hover over the onscreen information icon i   

for a description of what each category means.

Ann Example ABC Ltd ABC Monthly

New contractual joiners

If the employee contractually joined the pension scheme on 
or after the staging date. Please check the date shown under 
Contractual Scheme Join Date if your input file is correct.
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New contractual joiners

If the employee contractually joined the pension scheme on 
or after the staging date. Please check the date shown under 
Contractual Scheme Join Date if your input file is correct.

1

2

3

4

5

6

7

8

9

10

11

12

1

New pre-qualified members

If the employee was an existing member of your scheme 
before the staging date. Please check the date shown under 
Contractual Scheme Join Date in your input file is correct.

2

New deferrals

If the employee’s assessment was deferred.

3

New postponed

If the employee is in staging or worker postponement.

4

New non-eligible jobholders

If the employee is assessed as a non-eligible job holder.

5

New entitled workers

If the employee is assessed as an entitled worker.

6

New automatically enrolled job holders

If the employee is assessed as an eligible job holder.

7

New joiners/opt ins

An employee who’s joined the scheme (entitled worker) or 
opted in (non eligible holder). Please check the date shown 
under Requested Scheme Join Date in your input file is correct.

8

New leavers

If the employee ceased membership or has opted out.

9

Unchanged

If the employee hasn’t changed status.

10

Ineligibles

If the employee falls outside our categories.

11

Employee search 

You can search to find a specific employee and view their 
details by clicking on their username.

12

12

Ann Example ABC Ltd ABC Monthly
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FAQs

Q I have viewed my employee list and notice that some  
employees are greyed out on screen. Why can’t I access their details? 

There are a number of reasons why this might happen. This will  
normally be due to that specific employee ceasing their contributions  

or having been terminated from employment since the last submission.  
These employees are not eligible for assessment in the current pay  
reference period. If this is not the case then you will need to check  

the data you have uploaded.

ABC Ltd
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STEP 4

COMPLETE

If you are running a pre-assessment, at this point you will be presented with a  
screen that outlines your next actions and provides you with an assessed employee’s  

payroll file. The file should be downloaded and saved to a safe place.

Your guide to using AssistMe
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This should be fed back into your payroll system to 
allow the system to calculate the contributions based 
on the pre-assessment details provided.

Please refer to your payroll procedures for how to 
upload and process the file within your payroll system.

Once downloaded, click ‘Finish’ to take you back to the 
homepage. At this point a workflow will be generated 
for you to upload your data file for full assessment. 

Q Why can’t I progress to the next page? 

Please ensure you have downloaded the file. Once 
complete, you will be see the ‘Finish’ button. It is 
very important that the file is downloaded as you will 
not be able to retrieve this later, therefore we grey out 
‘Confirm’ until this action is completed.
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FULL ASSESSMENT

If you have already completed the pre-assessment stage you will see  
that the following Step 1, 2 and 3 will be the same for the full assessment.  

However, if you have completed these three stages you can proceed straight to  
Step 4 here. Please ensure you re-upload the new data file, which should reflect  

the contributions previously assessed on completion of your pre-assessment.

STEP 1

PROCESS DATA FILE

This screen enables you to upload a file and for validation checks to be made.  
It is extremely important that you upload the correct file for the month you are assessing.  

Your file will be validated against our standard criteria, see more detail on page 6  
(Data Management). If you upload the wrong file this could lead to incorrect assessments  

and non-compliance. 

Any missing data will reject the file and be highlighted back to you on screen and  
you will be able to download it in an Excel spreadsheet, which clearly lists each row that  
contains an error and the validation error identified. You will then need to exit out of this  

page to address these data issues in your payroll and reload the file once complete. 
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A successful upload will look like this:

Ann Example

Ann Example

Ann Example

ABC Ltd

ABC Ltd

ABC Ltd

ABC Monthly

ABC Monthly

ABC Monthly

ABC Monthly.xls
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It is important that data is corrected in the source 
file to maintain smooth running and compliant 
processes. Please click on the Help tab onscreen 
and visit the AssistMe Support Centre for a full 
list of potential error codes and details on how 
to rectify them. Please take time to review the 
addition support information as any errors at this 
stage could result in future problems. Any queries, 
contact Scottish Widows. 

Once reloaded, you should be able to successfully 
progress to the next stage. 

NOTE: Please do not hit the button 
more than once or refresh the screen. 
Dependent on the size of your data  
file it may take some time to process. 
Please be assured the file is processing. 
Frequent clicks of the button may 
actually stop the process.

An unsuccessful upload will look like this:

Ann Example ABC Ltd ABC Monthly

ABC Monthly
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STEP 2

DATA CHANGES

Your guide to using AssistMe

Any changes will be listed under the appropriate 
sections. Some can be amended at this stage but the 
majority will need correcting by cancelling, amending 
your source file and starting again. 

If you notice an unusual level of changes being 
flagged, please check you have uploaded the correct 
file as this might indicate an issue. 

Missing nationality – if highlighted this will not 
prevent you from proceeding however the system 
will default these employees as ‘British’. If this is 
not the case, you will need to click ‘Start Again’, 
amend your data at source and re-upload the file. 

Missing from file – you will need to enter a reason 
code and add a corresponding date for every 
individual in this section. 

Date of birth changes – if the new DOB identified is 
incorrect, then you will need click ‘Start Again’, amend 
your data at source and re-upload the file. 

If correct, just click ‘Confirm’. 

ID changes – This could be any ID used such as  
NI number. 

Gender – if the new Gender identified is incorrect, click 
‘Start Again’ amend your data at source and re-upload 
the file. If this is true gender realignment or a fix to 
previously incorrect setting, please note that this 
will not be reflected onto the Scottish Widows policy 
documents as per current legislation. Instead you will 
need to contact Scottish Widows if the employee is a 
member of a Scottish Widows scheme.

You have an opportunity to review any data changes prior to assessment.  
The screen might look like this:

Ann Example

Name 1

Name 2

Name 3

Name 4
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STEP 3

REVIEW ASSESSMENT

The file will have been assessed based on the file uploaded and  
you will be presented with the outcomes of assessment. 

The table will display the pay group against all categories; however only  
those contained in the uploaded file will be visible. From here, you can easily see  
how each of the members uploaded in your file have been categorised. This table  

reflects changes since the last assessed reference period. 

The details shown will be from the specific file that you have  
uploaded and you can hover over the onscreen information icon i   

for a description of what each category means.

Ann Example ABC Ltd ABC Monthly

New contractual joiners

If the employee contractually joined the pension scheme on 
or after the staging date. Please check the date shown under 
Contractual Scheme Join Date if your input file is correct.
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New contractual joiners

If the employee contractually joined the pension scheme on 
or after the staging date. Please check the date shown under 
Contractual Scheme Join Date if your input file is correct.

1

2

3

4

5

6

7

8

9

10

11

12

1

New pre-qualified members

If the employee was an existing member of your scheme 
before the staging date. Please check the date shown under 
Contractual Scheme Join Date in your input file is correct.

2

New deferrals

If the employee’s assessment was deferred.

3

New postponed

If the employee is in staging or worker postponement.

4

New non-eligible jobholders

If the employee is assessed as a non-eligible job holder.

5

New entitled workers

If the employee is assessed as an entitled worker.

6

New automatically enrolled job holders

If the employee is assessed as an eligible job holder.

7

New joiners/opt ins

An employee who’s joined the scheme (entitled worker) or 
opted in (non eligible holder). Please check the date shown 
under Requested Scheme Join Date in your input file is correct.

8

New leavers

If the employee ceased membership or has opted out.

9

Unchanged

If the employee hasn’t changed status.

10

Ineligibles

If the employee falls outside our categories.

11

Employee search 

You can search to find a specific employee and view their 
details by clicking on their username.

12

12

Ann Example ABC Ltd ABC Monthly
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FAQs

Q I have viewed my employee list and notice that some  
employees are greyed out on screen. Why can’t I access their details? 

There are a number of reasons why this might happen. This will  
normally be due to that specific employee ceasing their contributions  

or having been terminated from employment since the last submission.  
These employees are not eligible for assessment in the current pay  
reference period. If this is not the case then you will need to check  

the data you have uploaded.

Ann Example

Q I have searched for eligible employees but they  
are not showing in the search, why is this? 

If your scheme has postponement enabled, you  
will find these listed under ‘New deferral’

ABC Ltd
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STEP 4

CONTRIBUTIONS

On the contribution screen, there will be an outline of the expected  
contributions for that period as well as any exceptions flagged.

Your guide to using AssistMe
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You should check these to ensure you are comfortable 
with what is being shown. In particular you should 
look out for any changes from previous assessment 
and investigate prior to proceeding any further if you 
are not expecting this. 

Unexpected contributions and/or missing contributions 

These can be flagged on this screen. There are a number 
of reasons why this might happen, and one common 
scenario is where the assessment by AssistMe doesn’t 
align with your payroll, which has been provided via 
your payroll data file.

Where you are comfortable with the results provided 
by payroll, and are happy they meet automatic enrolment 
legislation, you can use the override functionality to 
navigate through any mismatches which will enable 
you to process data files without making amends to 
payroll assessment.

12345ABC Ltd
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EXAMPLE

Unexpected contributions 

Where unexpected contributions are flagged because 
AssistMe expects members to be in postponement, 
but payroll assessment has them coming out of 
postponement, you can select the ‘auto enrol’ reason 
code for those flagged members and issue their 
automatic enrolment communications, if that is the 
correct course of action.

Missing contributions 

Where missing contributions are flagged but payroll 
assessment has the contribution coming at a later 
date because payroll assessment has them still in 
postponement, you can select the ‘postpone’ reason code 
for that member, if that is the correct course of action.

Alternatively it may be that the contribution will not 
be deducted until the following pay reference period, 
although the member is to be enrolled immediately. In 
this scenario you should select “contributions deferred” 
reason code. “Employee protected” should be selected 
if the employee is not to be enrolled due to primary, 
enhanced or fixed protection and “Employee cessation” 
if the employee is not to be enrolled as they have 
resigned or retired.

It is your responsibility to ensure compliance with 
automatic enrolment legislation and once you have 
amended the results of the AssistMe assessment, using 
the override functionality this cannot be changed.

Some reasons will be pre selected on screen so make 
sure you also check these before proceeding as the 
system will apply these to your file. 

There are many reasons why exceptions could be 
generated. If you have the data to hand you should ensure 
you include the following dates on your data file as this 
will reduce the level of unexpected contributions shown:

• requested scheme join date 

• contractual scheme join date 

• opt out date 

• member cessation date 

• death date 

• employment termination date.

Q What do I need to consider when using the override 
functionality? How will my communications be 
affected?

If you have selected to override with postponement 
then a postponement notice will not be generated 
by AssistMe and you must issue one to the member. 
If the member is currently in postponement and has 
already received a postponement notice from AssistMe 
then the date on this postponement notice will be 
inaccurate. You must now issue the member with a 
further postponement notice with the new deferral 
date along with an explanation of why they are being 
postponed to a later date.

If you have selected to override with automatic 
enrolment then an automatic enrolment assessment 
notice will be generated by AssistMe. If the member 
has already received a postponement notice from 
AssistMe then the date on this postponement notice 
will be inaccurate. You should issue them with the 
automatic enrolment assessment notice, along with 
an explanation of why they are being automatically 
enrolled earlier than previously communicated.
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STEP 5

REVIEW

Here you will see the total amount due for 
your next contribution to Scottish Widows. 
We will also provide you with details of 
what communication will be issued and to 
whom. You can click on the ‘View’ options 
to see the results and also view a sample 
of the letter, which will be sent. Please 
check this carefully and if you notice any 
incorrect details or employees sitting in 
the wrong letter bundle we recommend 
you take time to investigate. If this isn’t 
what you expect then please return to your 
source file, amend it and ‘Start Again’. 

Do not proceed with incorrect data as this 
could generate incorrect communications 
and lead to non-compliance. When you 
are ready, you can confirm the declaration 
onscreen and your assessment will be 
complete and communications will be sent 
to your employees.

Ann Example ABC Ltd ABC Monthly

Once confirmed, your assessment will be complete and your  
communications will be generated to your employees.

ABC Monthly
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STEP 6

COMPLETE

You have now completed your assessment. You will not need to take any action at this point  
as this page is just to explain what will happen next.

If you’ve chosen email for your employee communication, and there are no missing email  
addresses in the file, you will not have to do anything else as the email will be generated  

automatically from AssistMe once the PDFs are ready.

Your guide to using AssistMe
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If your employee communications preference is set to PDF, or you have any email addresses  
missing in your data, your PDF status will show as ‘PDF being created’. You can now  
click on ‘Finish’ which will return you to the AssistMe homepage where you will find  

a notification advising you to download your communications.
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Depending on the size of your file there may be a 
delay in the notification showing as it will take time 
for all the PDFs to be generated. Please be patient. 

By clicking ‘Go’ you will see the following screen 
where you can click on the document to open 
your PDF. Any postponement notices and/or 
assessment letters will be here, for you to print 
and issue to your employees. Please save this file 
to a safe location where you can access it later 
if you do not want to print at this time. Once you 
exit this file you will not be able to retrieve the 
bulk file later so we recommend that you save it. 

You can still ‘retrieve communications’ via the 
AssistMe home page but this can only be done on 
an individual level. 

If you have more than 100 letters being produced, 
you may see multiple links as letters are batched.

Q What if I forget to save a copy of the PDF once 
downloaded?

It is important that you save copies of PDFs you 
download. However, from your homepage you 
can click on ‘retrieve communications’ and you 
can search for your individual employee’s letters. 
Please note you cannot bulk search so we do 
recommend you save these files when you initially 
download them. It’ll make life a lot easier for you.

DOWNLOADING YOUR COMMUNICATIONS

ABC LIMITED
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STEP 7

PAYMENT AUTHORISATION

After submitting your assessment, you are now ready to authorise the payment.

If you have been set up as a payment authoriser you will be notified when you have  
a payment to authorise. A notification will show on the AssistMe homepage. 

You will see that your notification will detail the payment arrangement number  
and not the pay group. Please ensure you are authorising the correct arrangement.

Your guide to using AssistMe

On clicking ‘Go’ you will see the payment authorisation screen. 

This will detail the payment type and amount. It will also detail any cancelled  
contributions where contributions were received for employees who have opted  
out and will deduct these from the total amount, as these will not be included. 

You should check the details carefully for the payment arrangement shown  
before selecting your payment date and authorising.

Data has been processed. Please authorise payment arrangement 800012345.

ABC LIMITED

ABC Limited pay group are ready to be downloaded.

ABC Limited pay group.

ABC Limited pay group.



46

Your guide to using AssistMe

Ann Example ABC Ltd

The payment date shown is derived from the information 
provided prior to setup. 

For monthly payments, payable at the end of the month, 
payment date options are presented as a drop down 
based on the earliest and latest dates calculated as:

• earliest date, today’s date plus seven working days  
or the default date shown, whichever is the later

• latest option: 19th of the calendar month following  
the month’s pay date.

For weekly payments upon receipt, you will have a 
calendar option so you can select a date.

If the payroll is weekly but you pay monthly, the 
payment authorisation workflow cannot be completed 
until the last upload is complete. The authorise link 
will not show until then.

Q What do I do if I think I’ve made a mistake on an 
authorisation?

There may be an opportunity to stop the payment if caught 
quickly. Please contact the Automatic Enrolment Support 
Team urgently.

Scheme administrators will be notified of any employee 
opt outs via email where they will be prompted to 
download the opt-out report from the AssistMe homepage. 
This will be a one time only request. You will not be able to 
re-retrieve this again once downloaded however you can 
access another opt-out report from the reporting link on 
the homepage.

Opt outs can be received in a number of ways: 

• via the employee opt out portal 

• employers can add this to their standard data files 

• employers can complete this during and after the 
assessment process 

• Scottish Widows can receive opt out requests via  
The People’s Pension.

On review, you should ensure that you update your payroll 
with the information regarding opt outs and refund any 
contributions as necessary.

Q How often will I be notified of opt outs?

Notifications will be issued once a day, to the scheme 
administrator, where you have employees opting out. 
If nobody has opted out that day, you will not receive 
a notification. You will not receive notifications for 
every opt out.

Q How long does AssistMe allow an employee to opt out?

The statutory limit is one calendar month from the 
enrolment date.

Q I have found a form from an employee that I don’t 
believe was put in the system, can I add it? 

Yes, AssistMe allows you to input an opt out date of up 
to 42 days after the start of the opt out window. This is 
principally to cover legislation which allows for opt outs to 
be processed late, as long as the correctly completed form 
was received within 42 days and the original form was 
received within the one month opt out window, i.e. to allow 
for corrections to be made by the employee following the 
submission of an incomplete or inaccurate form.

FAQs

ABC Monthly
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SCHEME AMENDMENTS
The scheme admin section will detail any schemes 
that have been set up to process through AssistMe. 
For most people this screen will display a Scottish 
Widows scheme, but for others, this may include a 
scheme administered by The People’s Pension, which 
is being provided for a proportion of the workforce.

Details on this section include:

• scheme and section names

• payroll calendars

• default contributions percentages

• postponement periods.

SCHEME MANAGEMENT

Once your scheme has been set up on AssistMe you can  
access a number of management activities from the homepage.  

These are all held within the scheme admin section:
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SCHEME MANAGEMENT 

Amend AssistMe Users – allows you to view, edit and delete user profiles.  
If you are a scheme administrator you can also unlock user accounts.

Amend employer details – here you can edit your logo, which is shown on employee  
communications, you can also amend your communication signatories.
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Amend schemes – view and amend how communications are issued to employees  
within each scheme. You can also see postponement periods and scheme details which  
can be amended if the time is right and doesn’t impact your pay reference cut off dates. 

Amend paygroup and calendar – here you can view and edit paygroups  
and your payroll calendars. 

Ann Example
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Retrieve comms – allows you to search and retrieve communications  
which have previously been sent. 

Reports – View and print reports which will help you to comply with 
 the new legal requirements for automatic enrolment. 

REPORTING 

With the introduction of automatic enrolment, there is a new legal requirement  
on employers and trustees to keep certain records to demonstrate that they have  

complied with their automatic enrolment duties. The Pension’s Regulator may ask an 
employer to submit records at any time and failure to produce them will incur fines. 

AssistMe automatically retains the required information and you can use this 
 tool to print key reports.

Re-enrolment eligibility report –  
provides employees who will be assessed for re-enrolment by pay group.
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Employee opt outs – provides employee opt out data within date range by pay group.

Employee assessment summary – provides current employee assessment  
summary information by pay group and date.
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Contribution report – provides contributions by date and pay group.

Workforce profile report – provides contributions by date and pay group.
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Download the AssistMe User Guide at  
http://reference.scottishwidows.co.uk/docs/24574.pdf

Watch our online training video at  
http://www.scottishwidows.co.uk/assistme/login/index.html 

Visit the AssistMe Support Centre at  
https://extranet.secure.scottishwidows.co.uk/extranet/assistmesupport

SUPPORT AND  
GUIDANCE 

FOR FURTHER HELP WITH ASSISTME

Performance

If you start experiencing performance issues, please 
check your own network first to ensure everything is 
working as expected. 

If you still encounter issues, please record the following: 

• screenshot of the point at which you noticed the issue 

• any error messages displayed 

• how long the system is frozen for, if applicable.

System availability 

The system is available and supported 24/7, subject 
to maintenance windows. In the event of scheduled 
downtime, a note will be placed on the site to advise 
you of the impact and duration. 

Support availability 

The Automatic Enrolment Support Team is available 
8am to 6pm (UK time) on 0345 835 7368 for issues 
and queries.

http://reference.scottishwidows.co.uk/docs/24574.pdf
http://www.scottishwidows.co.uk/assistme/login/index.html  
https://extranet.secure.scottishwidows.co.uk/extranet/assistmesupport
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FAQs

Q I left my desk for a short while. Why did I have to log 
back on when I returned? 

In order to maintain security of AssistMe, the system will 
automatically time out after 15 minutes of inactivity. If 
setup is complete, when you log back on the homepage 
will come up. Just select the process you were working on 
and you will be taken directly to the point you left off. 

Q I have just logged on for the first time and can 
only see a holding page, is something wrong with 
the system? 

Please check your user profile. If you are not the scheme 
administrator and the scheme setup is not yet complete, 
you will see this page until the scheme administrator 
finishes setup.

Q The data doesn’t look right on my upload 

Ensure you check you have the correct file. If this is  
the first time you have used the system it may be a 
mapping error.

Q Can I print my screen? 

Yes, in the corner of each screen you will see a small 
print icon. Click this and you will be able to print the 
screen you are on, including any drop down boxes.
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Department of Work and Pensions 
www.dwp.gov.uk

The Pensions Regulator 
www.thepensionsregulator.gov.uk 

The People’s Pension 
www.thepeoplespension.co.uk 

NEST 
www.nestpensions.org.uk 

Scottish Widows 
www.scottishwidows.co.uk/corporate

USEFUL L INKS 
AND CONTACTS
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