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1. What is a service administrator? 

Lloyds Bank offers a range of e-banking services which can be accessed via LloydsLink online. For 
each service at least one service administrator must be appointed.  
 
A service administrator is an individual within your organisation who is responsible for the use of the 
service and who will approve and manage user access to the service. The service administrator is 
responsible for:  
 

 Acting as the single point of contact for the service with Lloyds Bank  
 

 Approving users’ access to the service  
 

 Removing users’ access to the service  
 

 Configuring users’ roles and access rights to the service  
 

 Administration of users including, if required, the assigning of cards  
 

 If appropriate, the safe keeping on any unassigned authentication cards.  
 
For some services requiring higher levels of security, two administrators may be needed to provide dual 
control of administration options.   
 
How is a service administrator appointed?  

 
Appointment of a service administrator by your organisation is an integral part of completing the service 
registration process for your organisation. The prospective service administrator will need to apply online 
via the Lloyds Bank Website www.lloydsbankcommercial.com/online-services/ to be the administrator of 
the chosen service(s). They will be provided with an application reference number, displayed on the 
completion of the online application, which they must enter onto the service registration form(s). 
 
If you chose the dual control option for any service, a second service administrator will need to apply for 
that service.   
 
For full details of the registration process for your organisation and nominated service administrator, 
please refer to section 3. 
 
How is a new service administrator appointed? 
 
To appoint a new service administrator, either in addition to or as a replacement for an existing service 
administrator the user should log in to LloydsLink online and click on administrator role and follow the 
on-screen instructions which includes the completion of the service administrator application form.  
 
How can a service administrator be removed?  
 
From the LloydsLink online homepage, click on the Help, then Support Centre from the left hand menu. 
Under Useful documents, download and print the Request to add or delete a service administrator 
form. Complete the form and return to the address quoted.   
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2. What is a Service role? 

 
A service role is a standard set of functions on a service. Each LloydsLink online service has a number of 
roles which provide the user with access to different service functions.  
 
When an individual applies for access to a service they must select the service role that they are applying 
for. Once approved by you, as the service administrator, the user can log on to the LloydsLink online 
services and gain access to service functions allowed by that role. If a service requires dual control, the 
user’s application will need to be approved by a second service administrator for that service. 
 
 
 What service roles can a user apply for? 
 
Users can only apply for service roles within services that your organisation has registered for. The 
service roles available across all services (in addition to your administrator role) are: 
 

 
• User – enables the user to access service functionality that you have configured.  
• Auditor – enables the user to extract detailed reports of event activity conducted by users 

within your organisation.  
 
 

If you, as service administrator, want to use the service, you will need to apply for the user role. This can 
be done as part of the online service registration process. 
 

Additional roles are available across certain services:  
 

• Accounts Maintenance user – enables an appropriately authorised user to add, amend, 
group or delete account details, or to restrict access to particular accounts of other users 
(available with Cash Management).  

• Manager – enables the user to authorise orders raised by that user (TravelLink only).  
 
 

Can a user have more than one service role?  
 
There are no restrictions to the number of service roles a user can have. Each service role has to be 
applied for via LloydsLink online and approved by you, as the service administrator.   
 

3. How do I apply as the initial service administrator/register my organisation? 
 
If you, as the nominated service administrator, have not already done so, you will first need to register 
yourself as a user which will allow you to log in to LloydsLink online and apply for e-banking services. 
 
To do this, click on Register from the left hand menu and follow the instructions.  
 
As the initial service administrator, you must also register your organisation and select the services you 
wish to apply for. To do this you must provide some basic information online after which you will be 
issued with an Application Reference Number (ARN). You will also be required to download an 
application form for each of the services you have applied which must be completed and returned to us. 
You must include your ARN on the form(s).  
 

 On the LloydsLink online log in page, enter your username and password and click on Login.  
 Click on new service  
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 Click No in response to the question. On the next screen, enter your organisation’s full name and, if 

applicable, your Group name.  Click on Continue.   
 Select the services your organisation wants to apply for by checking the relevant tick boxes, and click 

Add.  
 If, after making your selection, you wish to remove a service before continuing, simply click on that 

service in the Selected box and click Remove. 
 
 

 
 

 Click Continue. 
 If, in addition to your role as a service administrator, you also want to also apply for a service role - 

allowing you to access and carry out functions for the chosen services - check the relevant tick boxes, 
and click Add. If, after making your selection, you wish to remove a service role before continuing, 
simply click on that service role in the Selected box and click Remove. Refer to section 2.1 for 
information on service roles.  

 If you do not require any service roles, leave all the check boxes blank. Click Continue. 
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 The next screen will confirm your request has been received and issue you with an Application 
Reference Number (ARN) which you must write down somewhere safe as it will be required to 
complete your registration.  

 
 You must now download and complete an application form for each service you have applied for on 

behalf of your organisation. Please ensure you include your ARN on the application(s) where 
requested. 

 
Note: Within the Additional Forms section, there are other forms which may be applicable.  
Post the completed application(s) to the address quoted.  
 

Once your application(s) has been processed, we will send you an email telling you when each service is 
available for you to use. You will also be issued with a Customer ID which will be required if any new 
users apply for service roles.  
 
When any user applies for a role for a service for which you are Service Administrator, their request will 
require your approval via your Inbox. If you have applied for a user role(s) yourself, you will also be 
required to approve that role(s). 
 

4. How do employees apply for access to LloydsLink online services? 
 
Employees wanting access to a service should:  
 

 Go to our Lloyds Banking Commercial website and select the online services link 
 Click on Register and follow the online instructions  
 Enter your organisation’s customer ID (this will have been sent to you as part of your welcome e-mail 

and can also be found under My profile, then My company from the left-hand menu).  
 Log in using their new username and password and click on user role.  

 
There is a separate User Guide available within the online Support Centre which provides a detailed 
guide for users. Section 4 of that guide details how to apply for a role.  

 
All users will automatically be given user rights to the Secure Email service when they request access to 
their first service. 
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5. How do I generate a code?  
 

If your organisation has registered for the Payments service you will be required to generate a secure 
code to authorise certain actions which involve those services. Please refer to the User Guide available 
within the online Support Centre for more information regarding your card and reader. 
 

 Put your card into the reader and press the R button 
 Enter the 12-digit Challenge number that appears on the screen and press OK 
 Enter your chosen PIN and press OK 
 Enter the 9-digit number that appears on your reader into the Response field on screen and click 

Confirm  
 
The next screen will confirm whether the code has been verified. 
 

6. How do I approve, reject or edit user applications for a service role?  
 

When an application is complete, you, as the service administrator, will receive an email notifying you 
that there is an application in your Inbox requiring your attention. You should review and then approve, or 
reject, all requests.  
 
If a user is granted an auditor role for any service they will, by default, be granted access to audit 
reports which provide an audit of all users, their services, logon history and certain actions.  
Please refer section 24.  
 
Please note: If you have applied for a service role(s) yourself, you will be required to approve that role 
as the service administrator before you can access the service(s). 
 

 From the LloydsLink home page, click Inbox on the left-hand navigation menu, then Outstanding 
requests. 

 

 

n 
6.7. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 You will be shown a list of pending actions. Choose the entry you wish to action by clicking on the
relevant Request ID. If required, you can use the search function. If you need to search using part 
of a name only, enter * before and /or after the known letters. 

 For most roles, you must configure the role you wish the user to have in ‘Step 1 – review task’ 
before you can approve it. Where displayed, click Edit. If there are no Edit options, go to sectio
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 A ‘pop up’ screen will display details of the request. You mus
configure the role that you wish the user to perform and the appropriate access rights by using the 
check boxes. If required, please refer to the online Support Centre for definitions of the available 
configuration options. Click Save when completed. 

t 

. 

ously. 
  

 

 

 

 

 

 

 
 

 A second ‘pop up’ screen will then be displayed, confirming your selection. Click Close.  
 If multiple roles have been applied for, repeat from section 6.3
 Within ‘Step 2 – Approve Tasks’ click on the relevant check boxes for the requests you wish to 

accept and click Approve. You cannot approve and deny roles simultane
 You will then be asked to confirm your approval (or cancel) of the role application(s).
 Payments service only. If the service(s) you are approving include any for Payments, you will also

need to use your card and reader to generate a response password to authorise your action. Refer 
to section 5 for guidance if required.  

 
Please Note: You must have returned the receipt for your cards and readers and had confirmation 
that an individual card has been assigned to you before you can use it.  
 

 If dual control has been chosen for the service that application will appear in the inbox of the other
service administrator(s) set up by your organisation for second approval and which, if appropriate 
will also required a response password. 

 If the service has configurable options for the user role, the second service administrator can review
the options selected by clicking view and if necessary, change them by clicking edit. If the role is re-
configured, clicking save will effectively restart the approval process e.g. this will be taken as the 
first approval and will need further approval by another service administrator.  

 Following approval or rejection of a role application, an e-mail will be automatically generated and
sent to the applicant notifying the outcome of their application.  

 Repeat from section 6.1 as necessary
 

7. How do I view a user’s details? 
 

 From the LloydsLink online home page click User administration then Search users. Use the drop
down menu items to filter your search for the required user or alternatively, leave the filter options 
blank to display all users linked to your organisation. Click Search Users. 

 
 

 
 
 
 
!  Wild cards searches can be made on part names by adding * before and /or after known letters. 
 

 The user(s) will be displayed. Click on the required Username
  The user’s details will be displayed. From this screen you can edit, disable or delete a user’s role,

verify the user, unlock or reset their password or assign a card to the user. 
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8. How do I reconfigure a user’s service role? 

 
If you want to amend the access rights associated with a user’s existing service role, you will need to  
reconfigure their role. If required, please refer to the online Support Centre for definitions of the available 
configuration options.   
 

 On the relevant user details screen (see section 7) click edit for the service role you wish to 
reconfigure. 

 Make the required reconfiguration using the check boxes and click Save. 
 You will be asked to confirm this action. If the role you are reconfiguring is for Payments, you will also 

need to use your card and reader to generate a response password to authorise your action. Refer to 
section 5 for guidance if required. 

 If the role being reconfigured is for a service which is dual controlled, the request will appear in the 
inbox of the other service administrator(s) set up by your organisation for second approval. They will 
also be required to provide a response password if necessary. 

 
9. How do I unlock a user's password? 

 
If a user enters an incorrect password three times, their account will become locked and only a service 
administrator has the ability to unlock it.   
 

 On the relevant user details screen (see section 7) the User Locked tick box will be populated.  
 Click Unlock and confirm your action. 
 If the user has access rights to Payments, you will also need to use your card and reader to generate   

a response password to authorise your action. Refer to section 5 for guidance if required.  
 If the user has access rights to services which are dual controlled, the request will appear in the inbox 

of the other service administrator(s) set up by your organisation for second approval. They will also be 
required to provide a response password if necessary. 

 
10. How do I create a card order?  
 

If your organisation requests Payments, you will require cards and readers which can generate unique 
passwords to allow users to authenticate their online actions.  
 
You and any other service administrators who have administration rights to these services will also 
require a card and reader to authorise certain administrative tasks related to these services and users.  
 

 You can order up to a maximum of 30 cards* in a 24 hour period and 10 readers* per order. 
  Cards are subject to a restriction which will allow only a total of 30 cards to be unassigned at any one 

time e.g. if you ordered 25 cards and had assigned 7 to users, the maximum your organisation could 
order would be 12.  

 
*Please Note: Cards and readers orders over a certain level will incur additional charges. Please refer to 
your service Terms & Conditions or Relationship Manager for details. Your first order will be ordered for 
you in accordance with your service application form.  

 
The delivery of cards and readers cannot be made to P.O Box addresses. Please ensure the 
recipient’s address does not include a P.O Box number. 
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 From the drop down menu, select which service administrator the cards and readers should be sent 

to. Enter the required number of cards and/or readers and click Submit Order. 
 On the next screen check the details and click Confirm. 

 
11. How do I view the status of my existing card and reader orders? 

 
Please note: this section only applies if you have registered for the Payments services.  
 

 Click Card administration on the left hand navigation menu and then View existing orders. Your 
order history will be displayed. The Status field will indicate one of the following:  

Order pending - your order has been successfully received, 
Processed – your order has been sent to the supplier,  
Dispatched – your order has been sent to you, or  
Received – we have received your card receipts. 

 
 When you receive your cards and reader(s) you must, as service administrator, complete the 

enclosed paperwork and return it to us in the pre-paid envelope supplied. Once we have received the 
paperwork, we will acknowledge them on the system, changing the status to Received.  

 You can now assign cards to your users.  
 Further details of an order can be viewed by clicking on the Order Id link. 

 
 

12. How do I assign a card to a user?  
 
Please note: this section only applies if you have registered for the Payments services.  
 
Once you have returned your card receipt to us and we have acknowledged it, you may assign a card to 
a user. Cards for service administrators can only be assigned by e-Operations. If you wish to assign 
multiple cards in one session, refer to section 13. 
 

 On the relevant user details screen (see section 7) check that the user you have selected is correct 
and click on Assign Card 

 The drop down menu will list all the unassigned cards currently linked to your organisation. Select the 
relevant card number and click on Assign. 

 
Please note: A user can only have one card assigned to them at any one time. If replacing a 
lost/damaged card, that card must first be deleted. Please see section 14. 
 

 You will be asked to confirm this action. You will also need to use your card and reader to generate a 
response password to authorise your action. Refer to section 5 for guidance if required.  

 If dual control applies, the request will be submitted for second approval which will also require 
authorising by a response password. 
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13. How can I assign multiple cards to users? 

 
Please note: this section only applies if you have registered for the Payments. 
  

 Click Card administration on the left-hand navigation menu, then Assign cards.  
 

 
 

 Click on Assign against the first relevant card id.  
 A pop up box with display the users with roles that require a card but currently have none assigned. 

Click the relevant radio button for the user you wish to assign that particular card to and click Select. 
The chosen user will now appear against that card ID.  

 Repeat from section 13.2 as required.  
 Once you have assigned all the cards you wish to assign, click on Submit Assignments. 
 Confirm your request on the next screen. 
 You will also need to use your card and reader to generate a response password to authorise your 

action. Refer to section 5 for guidance if required.  
 If dual control applies, the request will be submitted for second approval which will also require 

authorising by a response password. 
 

14. How do I disable, enable or delete a card?  
 

 On the relevant user details screen (see section 7) check that the user you have selected is correct and 
click on Card Admin. 

  From the next screen, you can disable, enable – if already disabled - or delete the card for this user. 
Check the appropriate box and click on the corresponding button. Confirm your action on the next 
screen. 
 
Enabling or deleting cards only  

 You will also be required to authorise this request by using your card and reader to generate a response 
password. Refer to section 5 for guidance if required.  

 If dual control applies, the request will be submitted for second approval which will also require 
authorising by a response password. 
 

15. How do I disable a user’s access to all LloydsLink online services? 
 
You may wish to temporarily disable an individual’s access to the LloydsLink Online for example, for 
security purposes if the individual is on extended leave.  
 
As a service administrator you have authority to disable any user linked to your organisation even if you 
do not have administration rights for the service(s) that user has access to. However, in that situation you 
would not have authority to reactivate the user.  
 
If you disable another service administrator, only the bank will be able to enable them again if required.  
If you wish to disable more than one user, please go to section 15.2. 
 

 On the relevant user details screen (see section 7) check that the user you have selected is correct and 
click on Disable. 
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 You may also disable single, multiple or all users from the Search for 
User screen. From the home page click on User Administration then Search users. Leave the filter 
options blank and click on Search Users to display all users linked to your organisation. 

 Check the individual boxes of the user(s) you wish to disable or the use the top check box to disable all 
users and then click on Disable. 

 Confirm your request on the next page. Any request to disable a user will not require further approval by 
another service administrator 
 

16. How do I reactivate a user? 
 
You can only reactivate a user if, as service administrator, you have administration rights for services 
accessed by the user.  
 

 On the relevant user details screen (see section 7), click on Enable. You will then need to confirm your 
action. 

 If the user has access rights to Payments, you will also need to use your card and reader to generate a 
response password to authorise your action. Refer to section 5 for guidance if required.  

 If dual control has been chosen for the service, the action will appear in the inbox of the other service 
administrator(s) set up by your organisation for second approval and which, if appropriate will also 
required a response password. 
 

17. How do I disable / delete a user’s service role? 
 

 On the relevant user details screen (see section 7), click the Disable or Revoke (to delete) check box for 
the service(s) that you wish to action. If you wish to disable or revoke all roles, click on the check box 
under the column headings. 

 Click either the Disable or Revoke button as appropriate. Confirm your request on the next screen. 
 
Deletions Only  
If the service being deleted is Payments, you will also need to use your card and reader to generate 
response password to authorise your action. Refer to section 5 for guidance if required.  
 
If dual control has been chosen for the service, the action will appear in the inbox of the other service 
administrator(s) set up by your organisation for second approval and which, if appropriate will also 
require a response password. 
 

18. How do I reactivate a user’s service role? 
 

 On the relevant user details screen (see section 7), click the Enable check box for the service that you  
wish to action, then click Enable. Confirm your request on the next screen. 

 If the service being enabled is Payments, you will also need to use your card and reader to generate a 
response password to authorise your action. Refer to section 5 for guidance if required.  

 If dual control has been chosen for the service, the application(s) will appear in the inbox of the other 
service administrator(s) set up by your organisation for second approval and which, if appropriate will 
also required a response password. 
 

19. How do I delete a user?  
 

You may wish to permanently delete a user’s access to the LloydsLink online services. CARE: Once 
deleted, you will not be able to restore their access.  
 

 On the relevant user details screen (see section 7), click on the Delete button and then confirm your 
request.  

 If the user being deleted had access to Payments, you will also need to use your card and reader to 
generate a response password to authorise your action. Refer to section 5 for guidance if required.  

 If dual control has been chosen for the services the user had access to, the action will appear in the 
inbox of the other service administrator(s) set up by your organisation for second approval and which, if 
appropriate, will also required a response password. 
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20. How do I verify a user?  
 

As a service administrator you may wish to verify a user’s identity, for instance if they request that you 
unlock their password over the telephone.  
 

 On the relevant user details screen (see section 7), click on Verify User. 
  Ask the user to provide you with and enter the corresponding characters as requested on screen from 

their memorable information and click on Verify User. 
 The system will inform you if the user has been verified. 

 
21. What should a user do if they forget their username or password?  
 

A user may find that access to the service is locked if, for example, they type in an incorrect password 
three times or more. In these cases they can use their memorable information (that they supplied when 
registering as a user) to unlock their account and reset their password.  
 
The user should click on the Forgotten Details link on the login screen and follow the online instructions.  
 
It is possible for a service administrator to ‘unlock’ an account for a user which will allow them to keep 
their current password if it is known. (Refer to section 9).   If a user has forgotten their username, they 
should contact their service administrator who will be able to obtain their username from the system. 
(Refer to section 7).  
 

22. What if a user has forgotten their password and memorable information?  
 

The user should contact their service administrator to request their password be reset.  
 

 On the relevant user details screen (see section 7), click on Reset Password and confirm your request 
on the next screen.  

 Your request will be sent direct to the e-Operations helpdesk. They will reset the password and advise 
the user by email and phone of their new default password. The user will be required to change their 
password the next time they login. It is recommended the user change their memorable information.  

 
23. How do I view / change my details?  
 

You can view your allocated service roles and company details or change your password and memorable 
information by clicking on My profile form the left hand menu and following the online instructions.  

 
It is very important that you keep your own details, especially your address, up to date as any request for 
cards and/or readers will be send to the address held here.  

 
To do this, click on My profile, My details and then Edit profile.  

 
Please note: Deliveries of cards and/or readers cannot be made to PO Box addresses.  
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24. How do I use the Audit functions?  

 
The audit reports provide an overview of users’ services, roles, status and action history. 
 
To be able to access the audit reports you must first have at least one auditor service role assigned to 
you. If required, please refer to section 4 of the User guide on how to apply for roles.  

 
 Click on Audit reports, and then Operational reports on your left hand menu. You will be presented 

with a list of the reporting options.  
 

 
 
 

 
User report: Allows you to view and export details of a specific user’s services, roles, card, the 
status for each and the date/time those services/roles/cards were set up.  
 
Service report: Allows you to view and export details (users, status, dates) by service role or 
action (includes reset and unlock password, enable and delete user history).  
 
Access report: Allows you to view & export a user’s log on history (includes successful logons 
and invalid password attempts).  

 
 Select the required reporting option and enter the relevant search data. For Service reports click on 

the magnifier icon to list all service roles and actions on which you can audit. Click on Submit.  
 Further filter options are available if required.  
 If you need to export the details i.e. to a spreadsheet, click on CSV Export in the top right corner, then 

copy the data to your chosen media. 
 

25. Where do I go for further help?  
 

If you have any questions about how to administer your LloydsLink online services please call the 
Lloydslink online Helpdesk on 0870 900 2070 (+44 1264 725211 from outside the UK) which is open 
9.00am to 5.00pm Monday to Friday (excluding Bank holidays) 
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Our service promise 
We aim to provide the highest level of customer service possible. If you do experience a 
problem, we will always seek to resolve this as quickly and efficiently as possible.   

If you would like a copy of our complaint procedures, please contact your relationship 
manager or any of our offices. You can also find details on our website, at 
lloydsbankcommercial.com/contactus 

Contact us 
If you would like any more information, please contact the e-Operations helpdesk on 0870 900 
2070. 

lloydsbank.com/commercial  

Please contact us if you’d like this information in an alternative 
format such as Braille, large print or audio. 
Calls may be monitored or recorded in case we need to check we have carried out your instructions correctly and to help improve our quality of 
service. Daytime calls cost up to 8p plus 6ppm from BT lines Mon-Fri. Mobile and other providers’ charges may vary.  

Lloyds Bank plc Registered Office: 25 Gresham Street, London EC2V 7HN.  Registered in England and Wales no. 2065.  Telephone: 020 7626 
1500. Authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the Prudential Regulation 
Authority. 
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