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Client Portal: Professional Request for Support 

Form Guidance for Professionals 

This guidance is for professionals who need to complete and submit a Request for Support form 

through Children’s Services Online. 

It explains how to open the portal form, register or log in, complete the form, upload supporting 

documents and submit the request. 

Important: Do not use this portal form for immediate safeguarding concerns. Follow your usual 

safeguarding procedures and contact CADS where urgent advice or action is needed. 
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Overview 

Children’s Services Online is the external portal used by professionals to send a Request for Support 

into Norfolk County Council. You do not need direct access to EHM (Early Help Module – Norfolk 

County Council’s digital case-management and recording system) to use it. 

On completion of the form, your local Family Hub or CADS will review the submitted information, link it 

to an existing EHM record where appropriate or create a new record, and contact the submitting 

professional within 5 working days. 

Before you start 

▪ You need an email address and access to a phone that can receive a text message or call 
for authentication every time you log in. 

▪ You can use an existing Children’s Services Online account if you already have one or 
register when prompted. 

▪ The Children’s Services Online account is separate from EHM and other Norfolk County 
Council staff system logins. 

▪ You can save the form for later before submission, create a PDF or print the form from 
each section. 

▪ Once you submit the form, you cannot amend that submitted version. 
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Related documents and links 

▪ Request for Support webpage 
▪ Children’s Services Social Care privacy notice 
▪ Children’s Services Online account and sign-in guidance 

Step-by-step process 

Open the Request for Support form 

Open the Request for Support webpage and select Make a request for support (Professional). This 

opens the portal-enabled Professional Request for Support form. 

 

  

https://www.norfolk.gov.uk/article/60983/Request-for-support
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Complete the Captcha check when prompted. This confirms that the form is being completed by a 

person rather than an automated process. 
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Complete the initial questions 

The form opens in Children’s Services Online. Some sections use conditional logic, which means the 

questions shown may change depending on the answers you give. 

Use the options at the top of each section to save the form for later, print it, create a PDF, close the 

form or cancel. Saving is useful if you need to gather further information before submitting. 
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Section 1: Children’s Services Professional Request for Support 

Do you have any immediate safeguarding concerns? 

Do not use this portal form for immediate safeguarding concerns. Follow your usual safeguarding 

procedures and contact CADS where urgent advice or action is needed. 

 

 

Who are you requesting support from...? 
Choose the option that best matches the support needed. 

The option you choose affects the rest of the form. If you select Community Based Help through 

Family Hubs, some later sections may no longer be available, including the option to add attachments. 

This is because the form uses conditional logic and follows a different route. 

Community Based Help through Family Hubs is for exploring early, community-based support for a 

family. This may include help from Best Start Family Hubs, support to start an Early Help Assessment 

and Plan, parenting programmes, Early Childhood and Family Services, youth support, housing 

support or other local services. Choosing this option will ask you if you have viewed the Family Hub 

web pages to see if the support you are seeking can be found there and the link to this web page is 

provided.  
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Family Help is for children and families with multiple, complex or escalating needs where universal or 

community-based support has not been enough. Family Help provides targeted, structured support 

through a coordinated multi-agency approach, with an agreed Family Plan or Graded Care Profile 

where this is needed. 

 

Has the family read our Children’s Services Social Care privacy notice? 

Ensure the family has had the opportunity to read the privacy notice to continue with the form. 

 

Has the family consented to receiving support from Early Help Services? 

Ensure the family has consented to receiving support in order to continue with the form. 
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Has the family consented to information sharing?  

There is an opportunity to add any specific people or organisations the family do not want information 

to be shared with later in the form.

 

When all mandatory fields are complete, select Next to move on.  

To complete your request for support, you are required to login to or set up a Children's Services 
Online account. 
To setup an account, you will need a professional email address and a phone number that you will be 
able to receive a text message or call to every time you login to your account. 
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Register or log in 

You must log in or complete the registration process before the form can be submitted. 

The account used for this form is a Children’s Services Online account, linked to the external sign-in 

process. It is not your EHM login. 

 

You may be taken to an external sign-in page. Follow the on-screen instructions to sign in, create an 

account or confirm your details. 
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A phone number is needed because the account uses authentication each time you log in. You may 

receive a text message or phone call as part of this check. 

 

 

When registering for the first time, look out for the confirmation email. 

Once you have logged in or registered, the portal should return you to the form so you can continue 

from where you left off. 
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Complete each section of the form 

Work through the form carefully from section to section. The wording below explains who the 

information relates to. 

Section 2: Your Details 

Enter your own details. Some grey boxes may be automatically filled from your login details. Check 

these are correct before moving on. 
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Section 3: Your role 

This section is about your role. Input your organisation and your role and select Next  
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Section 4: Child’s Details 

This section is about the child or young person.  

▪ Select “someone else in a professional capacity” from the dropdown list.  
▪ Enter your own relationship to the child in the “Your relationship to person” field.  
▪ From the first name question onwards, enter the child or young person’s details.  
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Enter Child’s Address 

Find address by inputting postcode and selecting “Find address” 

 
 
Select the appropriate address from dropdown list 

 
 
If the address does not appear in the search, select “enter address” and enter the address manually. 
Once the address is inputted and mandatory questions are answered, select Next. 
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Section 5: Children in the household 

Enter details for all children in the household, starting with the child you are requesting support for.  

Scroll horizontally to complete all columns and use the + button to add more lines to add more children 

in the household. 

Use the toggle button to format text. 

 

Select “Full screen” to see the table in full.  
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Section 6: Parent / Carer details 

Enter the parent or carer details.  

Scroll horizontally to complete all columns and use the + button to add more lines to add more 

parents/carers in the household. 

Use the toggle button to format text. 

 

Select “Full screen” to see the table in full.  
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Section 7: Current Support and Actions Taken 

Summarise the current support you are providing, what has already been tried and what action has 

been taken so far.  

Summarise any current support other professionals are providing, what has already been tried and 

what action has been taken so far. 

Be clear and factual so the request can be understood without further background. 

If the family has a current support plan, which has been approved, please select “yes” and attach in 

Section 11: Supporting Documentation. If not, select “no” and Next to move on to section 8. 
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Section 8: Reason for Request 

Tick appropriate supporting needs boxes. Explain why support is being requested now. Include the 

main concerns, strengths, risks, needs and what outcome is being sought. 

Be clear and factual so the request can be understood without further background. 
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Section 9: Voice of the Child or Children 

Record what the child / young person says about their situation where this available. 

Use direct quotes where possible.  

Include all children in the household you have spoken to using the + button to add additional lines if 
needed. 
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Section 10: Single Agency Chronology 

Add relevant chronology information from your own agency. Scroll horizontally to complete all columns 

and use the + button to add more lines. Select “full screen” to see table in full. 
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Section 11: Supporting Documentation 

Use Upload Document to add supporting information. Only upload documents that are relevant to the 

request and appropriate to share. If you do not have any documentation to add, go to the next section. 

 

The screen may go blank for several seconds or show a logging in message. Do not refresh or close 

the page immediately. Wait for the upload process to finish. 

You can upload more than one document. Check each upload appears on screen before you submit 

the form. You can also remove documents on this screen.  
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Submit the request 

At any point during the form, you can “save for later” if you are not ready to submit yet or “cancel” if you 

no longer want to continue with the form. Select “submit enquiry” if you are ready to submit the form. 

Important: Only select Submit Enquiry when the form is complete and you are ready to send it. Once 

submitted, you cannot make changes to that version. 

A pop up box will check that you want to submit the form. 
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Confirmation and submitted forms 

After submission, a confirmation message will show on screen.  

An email will also be sent with contact details and a unique reference number. 

 

Click your name on at the top of the page to recover a form saved for later or view submitted forms. 

 

Submitted forms show details such as the form description, name, date, response status, unique 

reference and version. 
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Troubleshooting and FAQs 

I cannot sign in or register. 

Check that you are using your Children’s Services Online account. This is separate from LCS, EHM 

and other Norfolk County Council staff system logins. 

I did not receive an authentication text or call. 

Check the phone number linked to the account and follow the on-screen options to request a new code 

or call. 

The upload screen has gone blank or says it is logging in. 

Wait for the upload process to finish. Do not refresh or close the page immediately. 

I submitted the form but need to change something. 

You cannot amend that submitted version. If you have additional information to add to your form, 

please email cadsadmin@norfolk.gov.uk quoting your Form Submission reference number, or call 

CADS on 0344 800 8021 if things have changed and the risk of harm is significant 

I have an immediate safeguarding concern. 

Do not use this portal form. Follow your usual safeguarding procedures and contact CADS where 

urgent advice or action is needed. 

Version control 

Version Date Author Changes 

1.0 25/05/2026 Jo Waddell Accessible version 

created from the 

Professional Request for 

Support guidance draft. 

2.0 17.06.2026 Jo Waddell Edited guidance following 

system changes 

 


