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Rollbacks in Liquid Logic are required when information needs to be amended within a workflow and the stage 

where the change is required has been completed and further stages have been progressed. We must roll back to 

the stage where the error occurred to make the change. 

All Rollbacks involving more than 4 weeks of information need to be agreed by a Service Manager. Some issues 

may need to be agreed to be left as is on the system and a case note, reporting note added. 

When a rollback is completed on the system it will remove all forms from within the workflow (the pathway map) 

and anything in the costs tab. 

 A rollback will not remove Documents, Case Notes, Standalone Forms, or Risks. 

 If the stage has just been completed, then sometimes it is possible to complete an Admin Action to rectify the 

problem (so early identification and escalation is key). The Information Support Team can do these. 

 If there is a big rollback i.e. going back for months, then we can raise a Jira with Liquid Logic to check that there is 

nothing else that can be done to resolve the problem instead of a rollback.   

Where a rollback is accepted, LCSHelp will confirm with the worker where to take the case back to (what items need 

to be saved) 

Rollbacks need to be identified at the earliest opportunity to prevent additional work being required.  

In all instances email the InfoSupport mailbox and add URGENT Rollback into the subject area (these will be looked 

at as quickly as possible) Email: InfoSupportLCS@shropshire.gov.uk 

If you think something has been done incorrectly, report it to the Information Support Team (ISO’s) straight away. 

Once an issue has been raised via the ISO Team the worker will either  

• Receive an email from ISO team notifying them they will be carrying out admin actions to resolve the issue 
or 

• Receive an Ivanti ticket from LCSHelp saying they have accepted the ticket (will perform a rollback) 
 

Any urgent matters should be emailed with URGENT in the subject and followed up by a phone call if necessary 

• Where the rollback is small and only one or two forms, the allocated worker should do this 

• Where the rollback is larger, the allocated worker and business support lead undertake the rollback 

• For complex rollbacks – (4+ weeks with service manager approval for the rollback) – the process would 
involve business support undertaking the task to pdf the forms off and then the allocated worker/ business 
support lead, with support from the ISOs, to put the forms back on in the correct workflow/authorisation 
points. 

• Any cost would need to be readded by business support 

• Any placement costs would need to be readded by CPS duty 
 

All workers/managers need to ensure they select the correct outcome in each workflow stage. This will 

prevent many rollbacks being required. 

If in doubt and with any LCS queries speak to one of the Information Support Officers (Jo Rollason, Katie Bailey, Jude 

Metcher, Hollie Cale) InfosupportLCS@shropshire.gov.uk or contact Kay Fletcher, Children’s Services System Lead for 

advice and guidance.   

Also remember there are step by step process guides available on the Leap into Learning site for reference when 

navigating the workflow in the system

mailto:InfoSupportLCS@shropshire.gov.uk
mailto:InfosuprtLCS@shropshire.gov.uk
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Worker and manager discuss need for rollback

ISO assess the case file and 
identify if rollback required

ISO escalate to 
LCSHelp via email

ISO undertake necessary 
admin actions

ISO inform worker when 
work has been completed

Rollback request complete

NoYes

Manager adds decision 
to LCS

Worker emails Info Support team to identify need for rollback 
InfoSupportLCS@shropshire.gov.uk

ISO discuss with LCS system lead 
for advice

Banner to state: Rollback in progress – please do not upload any information to this 
file while the banner is visible as any changes are likely to be lost

LCSHelp accept 
rollback request

No
LCSHelp reply to ISO with 

instructions for alternative action
LCS add banner to case file

LCSHelp inform worker what documents need to be removed

Worker notfies LCSHelp the necessary documents have been saved and 
rollback can take place

LCSHelp perform the rollback

LCSHelp notify worker the rollback action has been completed

Where the case is open to the same 
worker, and involves a few steps to 

sort the issue, then this worker 
should be putting the information 

back onto the system

• Where the case has transferred, 
• the worker has left 
• The worker is no longer the allocated worker 
• And for any costs (not placement related) 
the Team s admin coordinator will be responsible for 

leading on the reinputting of information with 
support from ISO around workflow and authorisation 

points as required

Who will re-add the 
documents into case workflow

Re-add the forms into the workflow. This should be done in date order so that the forms are added back on in the correct flow of the 
pathway on the system. (refer to the map on the system and get an idea of the arrows and what the next steps are in the pathway. Look 

at the PDF forms)

Copy and paste the documents across from saved pdf to new form in LCS
(recommend using two screens when doing this – saves time and is easier).  

A  manager can re-authorise a form being put back into the workflow
If more urgency is required then the Info Support Officers or LCS Systems Lead can support with the 

authorisation to move the case forward in the workflow

Once final stage has been readded – that worker must notify LCSHelp that the rollback has been 
completed so the banner can be removed and people can continue to record on the case file

Yes

Add a case note on the records when re-adding the 
workflow 

(this shows why your name will be on certain forms if 
you are not the allocated worker/manager)

Unclear

The allocated worker (or through discussion, their Admin support) will need 
to create pdfs of all documents which will be removed in the rollback

Action by:

Allocated worker

Admin Support

Worker or admin support

Information Support Officer (ISO)

Where placement costs need to 
be readded, CPS duty to support 

the readding of costs into LCS 
and Controcc

Where Placement Costs are involved the 
worker must notify CPS duty that the case 

is being rolled back as they will need to 
support readding these costs

LCS Help 
(application management)

CPS Duty

Manager

Decision Point

LCSHelp rename Ivanti ticket 
into worker name and send 

reference number (Copy in ISO 
mailbox)

LCSHelp remove rollback banner from case file

ISO emails the worker to 
notify them of work to be 

done by ISO

Issues concerning 4+ weeks of work need to be raised with 

Service Manager for decision to proceed
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