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Introducing contactLINK to your organisation



Introducing

contactLINK

to your
organisation

If you have any questions with any of this
don’t hesitate to contact us.

We want you to get the most from contactLINK.

We’d also appreciate any corrections
or contributions to this document
in the light of your experiences
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Introduction

You’ve just invested a large amount of money in a new database called contactLINK.

The following pages are intended to make its introduction as smooth, as efficient and as effective as possible – so that you and your colleagues can begin to see and reap the benefits as soon as possible.

It covers various topics you should (and some of which you must by law) consider such as backups, data protection etc

Where we have quoted external sources we have provided acknowledgement and further information can be found in Appendix C - General Resources on page 26.

Data transfer

We can transfer your existing data directly into contactLINK.

This includes tidying the data (as far as it is possible for someone who is unfamiliar with your organisation’s work and the contacts themselves).

You send us your data to be evaluated, then we provide you with a detailed quote before going ahead with any work.

What to transfer and how

Identify existing sources of data (databases, spreadsheets, word lists, outlook contacts, web site lists etc). Remember that some important source may be ‘hidden’ – e.g. someone’s private list of Outlook contacts that only they use, but that is important to their work.

Decide what data could be transferred and what should be manually re-entered – consider the following when choosing: How up-to-date is it? How often is it validated/used? How well structured or tidy is it?

Decide whether all or just part of each data source should be transferred – i.e. you could select only certain records (e.g. only members or only those with a certain date that is within the last year) and/or only certain fields (e.g. only organisation, main contact, address, email and phone numbers).

Ask yourself, for each bit of data: “does it really need to be kept?”, “why do we need it?”, “what will we use it for?”, and “does it need to be kept on the database?” - paper based data (perhaps cross referenced with the database) can sometimes be better than computer based (e.g. diagrams, some descriptive data, some historical data).

Balance the cost benefits of using existing data and paying for it to be transferred vs having worker(s) manually re-entering data from scratch – a combination of the two may be the best solution. However, make sure you are clear about the costs of manual data entry. Consider timing a worker (on a demo version of contactLINK) entering sample data. Run the test on enough records (say at least 10) so that when it is multiplied up it will be as accurate as possible.

Keep in mind the very true saying “Garbage in – garbage out”. If you have out-of-date or inaccurate information in your database: this will reflect badly on your organisation; staff may lose faith in the system, become reluctant to use it, begin setting up their own systems where possible.

Tidying up after

There almost certainly be a large amount of work once the data transfer has been done.

Duplicates

You will inevitably have duplicates that will need to be merged together (contactLINK has a merging feature that will help you with this process).

This is inevitable when collecting data generally, but will also occur if your data is coming from more than one source or if any of your data sources are in the form of ‘flat files’ (e.g. each organisation can only have one explicit named contact. So, two contacts for the same organisation are stored in two separate records). Excel and Outlook are examples of ‘flat files’.

Consider assigning sets of contacts (or sets of the most important contacts) to different staff members for them to validate/update/tidy – this will share the load, help staff get used to the system with a repetitive operation and help them feel more ownership of the data. However, beware staff feeling dumped on. They need to agree this as a strategy first.

Missing data

Missing data can be filled in by:

· contacting the organisation directly (benefit of maintaining personal contact with your clients/customers/members, but expensive in time)

· using an internet search (very effective if organisation has a web site)

· using other sources like Guidestar UK (a free public website providing a source of high quality information on many UK registered charities www.guidestar.org.uk) or the Charity Commission (www.charity-commission.gov.uk)

On-going Validation

At some point you will want to validate your data – contactLINK has a data validation report/form which prints out the full details of all, or a selection of, your contacts. You would then mail these out. Each organisation then notes just any changes (they don’t have to re-enter their full details) and posts the form back to you. Finally you manually update the database. This could become a regular and useful way of communicating with your contacts.

Tidying up addresses can be done by going to the select screen, contact tab and searching through the Town, County and if appropriate Country drop downs. Any anomalies will be fairly obvious. Then select these records with these anomalies and manually correct them.

Further guidance

Data Migration: a factsheet produced by Charity Times http://www.charitytimes.com/pages/ct_factsheets/data_migration_factsheet.pdf
Staff issues

Be clear about your vision

For further information and ideas, see our document “Choosing a Database – Chapter 1: The Process / Stage 3: what do you want the database to do?”
Identify what you hope to achieve through investment and introduction (or upgrading) of a database to the organisation.

Discuss/communicate your vision with the organisation.

Managing the change

Change is difficult to make happen whether dealing with an IT project or not. And the people who use the system will be key to whether it is a success or not.

For further information see ‘Appendix C - General Resources’ and in particular ‘Managing change’ on page 27 and 'Reasons for failure’ on page 28.

Identify key staff

Make sure that you identify the key staff that are needed to make the database successful and useful to your organisation:

· Finance and decision makers: to ensure the resources required are provided

· Senior management: to enforce the use of the database where necessary and to lead by example in their support and use of the database.

· Day-to-day operational staff: entering data and using the system in their own work

· Internal IT support: so that you get the support when/if needed for the hardware.

Identify benefits and potential difficulties

Identify which staff will be using contactLINK and perhaps any that will be affected by its use in the organisation. Then identify the benefits, any responsibilities, and any possible obstacles/difficulties for each.

Work out how best to communicate/discuss/deal with these and consider asking any staff experienced in managing change for help.

If staff are uncomfortable using the system for whatever reason, its use and hence its benefits will be reduced, potentially to the point of the database not being used at all! Beware as this is not an uncommon problem with database projects.

Benefits to staff can be varied. There are the obvious examples, of faster reporting, fast lookup or searching etc. Then some staff may find using ‘actions’ as reminders or a to-do list useful. Some may be excited by the ability to copy and paste addresses in without having to separate each line or some by the feature that displays a Google map of any address with a simple click of a button.

See our document “Choosing a Database - Chapter 1: Databases - overview and issues – section What are the benefits of having a database?”
“A shared database can be a culture shock. Demonstrate what difference the database will make to individuals as well as the organisation. 

Listen to needs and concerns. You don’t want people working around the system and not using it. Fear of change is a big issue. Set practical, manageable expectations. 

The first few weeks will be time consuming and problematic. Major benefits take a little while. The biggest challenge is when a system offers a big improvement to the organisation but may have a negative and demanding impact on specific users. 

Key point: People are the key to an effective database.”

from ‘Implementing a database – practical and strategic issues’
by Dr Simon Davey

“How many times have you thought something needs to be done, but never managed to make it happen or come up against a brick wall of resistance.”

from ‘Making Change Happen’ by Dr Simon Davey

http://www.icthub.org.uk/articles/Making_Change_Happen.html
This is an excellent and invaluable article for this process, and we strongly encourage you to read it!

Set realistic expectations

Set appropriate and realistic expectations - make sure that staff are aware that the introduction of a new database can be a major undertaking. Perhaps identify the main areas of work that will be needed – e.g. data transfer, data tidying etc. Remember the introduction of a database nearly always takes longer than you expect (there are plenty of government, NHS and private company examples!).

Make staff aware that the benefits to the organisation and to individuals may take time to appear and that the first few weeks/months may require extra investment in learning and testing the new system.

Over time, the database will inevitably affect existing work practices and its use will also change – manage this process.

Roles and Responsibilities

See our document ”Choosing a Database” – Chapter 1: The Process / Stage 1 - who will be involved?

 “You must have someone in overall day-to-day charge of the database (often called the Database Manager or Database Administrator). They are the first point of call for problems, liaise with the suppliers and keep an eye on issues and developments. They should also link in to senior management and recommend decisions on changes and future expenditure. Appoint them before installation.”

from ‘Implementing a database – practical and strategic issues’
by Dr Simon Davey
Be aware of the time costs for database administration e.g. providing formal and/or informal training and support, answering questions and queries from staff, dealing with backups, recording faults and communicating with ITsorted, adding new users, installing updates, managing reviews of the system etc

These are all ongoing and, where appropriate, should be written into the Database Administrator’s job description. Some of these jobs might be managed by other staff.

It should also be made clear by management that it is the shared role of staff to use the database and to keep the data up-to-date and accurate. Remind staff that the database is worthless without their data.

Guidelines for using contactLINK

“The more people who use a system, the more you need standards and agreed processes. It’s important to set these in advance and make sure everyone is signed up and agreed. A simple set of principles will make a huge difference to data quality and performance. 

Databases work best when well set up and maintained and depend absolutely on quality data. You must agree how to manage data. 

Key point: Agree standards and principles and make sure someone senior oversees them.”

from ‘Implementing a database – practical and strategic issues’
by Dr Simon Davey

Below are some ideas for guidelines for your organisation’s use of contactLINK:

Reasons for guidelines

Guidelines are basically to ensure consistency and integrity of data. If data is in a common format, searches and selections will be effective and can be trusted. For example, if, for county, some people enter ‘Lanc’, some people enter ‘Lancs’ and some people enter ‘Lancashire’ then it will be much harder to find all contacts in Lancashire (you’d have to search for all possible entries).

Data Entry

Town and County: important to differentiate between these. London should be entered as a town. The Post Office requires Postal Town and Post code to be entered and County is optional.

County: decide whether to use abbreviations or full names (e.g. Lancs or Lancashire). Also note next point.

Town and County: start typing and if its already been used for an address it will appear after the first few letters – then just press Tab to move to the next field. This helps ensure that you have consistency. 

Also Known As (for individuals and organisations): Decide whether and what to use this for. Note that this field is also searched when you do a Find for an organisation or individual’s name.

Individual’s personal contact details: we recommend that generally personal phone numbers, email addresses, postal addresses and web sites are entered into the individual’s record rather than any organisation they are associated with.

They aren’t shown in the organisation’s details, but an individual’s personal email and postal addresses, if entered in this way, can still be referred to and used for the General Mailings address and Category specific mailings addresses of any organisations they are associated with.

If a personal phone number (e.g. a mobile number) can be used at their work, then this can be duplicated in the organisation’s record so that it is visible from there.

Notes fields: there are distinct notes fields for organisations, individuals and for workers – make sure you put the appropriate notes in the appropriate notes field.

Deletion of old contacts

Deletion of workers: we recommend that workers are marked ‘Inactive’ (tick box in Workers tab) rather than actually deleted. This can be useful as historical data, as well as maintaining any statistics for that worker (i.e. events attended, actions etc).

Deletion of organisations or individuals: we recommend that they have their ‘Contact Level’ (top right in detail screen) set to either of the ‘No Contact’ settings.

Categorisation

Agree uses for categorisation for contacts, actions and events.

Consider making up a list of those categories that must be considered whenever adding any new organisation. And perhaps a separate list for individuals?

Agree a process required for addition of new categories. Avoid having all staff able to simply add new categories when required as this can lead to a disjointed system of categories with overlaps, duplications and confusion.

Locations

Agree whether to use locations. This is a powerful feature of contactLINK, but does of course require considerable data entry (and hence time) as well as some geographical awareness.

Sending bulk emails

You should always use Bcc (stands for Blind Carbon Copy) rather than To or Cc when sending bulk emails.

Putting addresses in Bcc means that each recipient of the email will only see their own email address and none of the others. It provides confidentiality, protects addresses being spread to others, helps to prevent SPAM, messages download faster.

Treat email addresses like private phone numbers.

Only use To or Cc when you send to a single recipient, or when you actually want all the recipients to see who’s been included and you’re sure that they all would be happy for all the others to see (and potentially send to or re-use) their email address.

Training

“Investment in training is key to a successful system because:

· People are happier with the system and are ‘bought in’ to its success 

· People work more effectively with it (and don’t go back to their spreadsheets) 

· Processes are done the ‘organisational’ way - systematically 

· People are more efficient and better able to get on with their job 

Key point: Don’t ever install a new system without training everyone who needs to use it. The users will rebel and the system will fail within months.”

from ‘Implementing a database – practical and strategic issues’
by Dr Simon Davey

“Don't forget to invest heavily in training on the new database. Not only training on the technology itself, but also training on the information that will be collected. The last thing you need is garbage data going into the database ruining any hope for accurate reporting on the other end.”

From ‘Information Management - The cornerstone of nonprofit effectiveness’
by Barbara Chang

Make sure that all relevant staff are fully trained before they have to use the system live. And even staff that may not be using the system may benefit from a short introduction.

Training can be anything from ‘full face-to-face training by ITsorted trainers for all staff’ to ‘phone training for selected staff member who will then train other staff in-house’. We strongly suggest the former wherever possible, but are happy to discuss this further.

Consider offering staff short follow up training sessions in the future if they feel they need it.

Identify people’s priorities in their work and identify which aspects, functions of contactLINK match those - and make those your priorities when training them.

See ‘Appendix B - Tips for Training’ on page 24.

Support

Identify and share what ongoing support there will be for staff – e.g. from an identified ‘expert’ within the organisation, from us - ITsorted (make sure they know that they can call us), web based help, planned reviews, etc.

Feedback

We welcome feedback of any kind and it helps us to improve the system – so please encourage/collect feedback from staff as to which areas work well, which are difficult or slow to use, and any suggestions as to improvements.

Going live

Make sure all staff have had sufficient training before they need to start using the system.

Make sure that all relevant staff have sufficient time allocated for getting used to the new system, for “playing” with it, for asking questions and getting help, for checking any data they own or are responsible for etc. and that their supervisors/line managers are clear about this.

Consider any large jobs coming up - e.g. its not a good idea to install the new database a week before the main membership mailing goes out!

Parallel running

Consider running your old system (or certain individuals run their personal systems) in parallel with contactLINK for a fixed period. This may help with individuals’ confidence and ensure that you have a fall-back position if needed. Alternatively you may decide it is not worth the extra work.

Full or phased

Consider running contactLINK for a few days/weeks with a few staff first and then later rolling it out to the remainder.

This will help you sort out any customisation of the system, produce clearer procedural guidelines, identify obvious questions or issues with how your organisation will use it, and identify and sort out any major data discrepancies etc.

Then these users can support the remaining users.

This has, of course, to be balanced against timing, cost of training sessions etc.

Setting up review and feedback procedures

Devise ways of checking how the use of the database is for the organisation as a whole and for each member of staff individually.

Put a date in your diary now to review the system and/or formally ask staff for feedback.

“Your first year

Your database will have a major impact, change the way you work, and requires commitment. 

You should consider:

· A reporting (change control) process – what changes are wanted or needed and why? Are they improvements or bug fixes? 

· Monitoring and evaluating how the system is working - what could be improved? Do people and processes need to adapt?

· Identifying changes (opportunities) to working practices in the organisation and unexpected issues 

· Longer term support costs for the system to be most effective 

· Maintaining your database champion and project steering group to support the project

Return on investment – the sums

Databases are expensive – you must measure their impact and show the difference it makes. This could be increased outputs and outcomes, better relationships, more contacts, increased efficiency or effectiveness. It will help convince trustees and funders to support you, illustrate your organisation’s impact and keep the system going for years to come. 

Key point – A database is for years, not just for year end!”

from Implementing a database – practical and strategic issues
by Dr Simon Davey
Data Protection

Introduction

The Data Protection Act 1998 regulates the collection, storage, use and disclosure of information about individuals by organisations. Any organisation that keeps information about individuals must comply with the act.

From March 2000, the 1998 Data Protection Act extended the provisions of the original legislation, to include manual filing systems where personal information is readily accessible, and gives 'data subjects' the right to withdraw consent on various things, including direct marketing.

Registration currently costs £35, annually renewable.

“A Data Protection policy is about setting down the decisions your organisation has made about how it will comply with its legal responsibilities, and about making sure that everyone in the organisation knows what their individual responsibilities are.”

from Data Protection Policies – by Paul Ticher

Issues to be considered in a data protection policy

	Topic
	Issues to consider

	Confidentiality
	Limits to confidentiality, communication with Data Subjects, communication with staff, authorisation for disclosures

	Security
	Setting security levels, security measures, specific risks, personal safety

	Direct marketing and fundraising
	Opting-out procedures, sharing lists, electronic contact

	Data recording and storage 
	Data accuracy and updating policies, storage issues, retention periods, archiving

	Subject access
	Responsibility for ensuring subject access requests are handled within the legal time limit of 40 days, procedure for making requests, provision for verifying identity, charging policy, procedure for granting access

	Transparency
	Purpose for which data is being processed, types of disclosure likely, how to exercise rights

	Consent
	Forms of consent, opting-out opportunities, withdrawing consent.

	Staff training acceptance of responsibilities
	Fit with other related policies: Induction, continuing training, procedure for staff signifying acceptance of policy

	Policy review
	Responsibility for policy review, procedure, timing


from Data Protection Policy – published by ICT Hub
and adapted from an article by Paul Ticher

Resources

The following resources provide you with introduction to information about the act, how to comply and issues to consider.

This article is an excellent overview of some of the “real” issues of holding data on people and organisations. It takes data protection issues back to its original ‘raison d’etre’. It outlines some of the main questions you will need to ask yourself in order to make sure you are complying with the law as well as being fair and ethical.

http://www.icthubknowledgebase.org.uk/dataprotectioncompliance
A short overview of the data protection act and its implications for voluntary organisations

http://www.icthub.org.uk/managing_ICT/data_protection_policy.html
Another short overview including: Why have a Data Protection Policy?, Framework for policies, Data Protection Policy implementation process, and Resources

http://www.icthubknowledgebase.org.uk/dataprotectionpolicies
A brief introduction to the act itself.

http://www.icthubknowledgebase.org.uk/dataprotectionactintroduction
A comprehensive 12 page guide to data protection produced by LASA.

“This guide aims to demystify the Act and give you a framework for deciding what your organisation needs to do about it, including the meaning of 'Personal Data', preventing harm, appropriate security and confidentiality, what to do if things go wrong, transparency, consent and much more.”

http://www.lasa.org.uk/computanews/guides.shtml (containing web page)

http://www.lasa.org.uk/it/lcgdp.pdf (downloadable pdf)

A short, clear and up-to-date brief overview of Data Protection Act (if necessary click on the ‘Data Protection’ link)

http://www.volresource.org.uk/briefing/infomgmt.htm#data
The Directory of Social Change runs a course on ‘Data Protection and Confidentiality’

http://www.dsc.org.uk/index.html
Security

Make sure only those people who should have access have access.

Enforce passwords – make sure staff enter their own passwords and do not leave them blank.

Mark any ex-staff as such and remove them as System users.

Backups

Ensure that you have at least one copy of the entire contactLINK folder.

Set up and document a detailed regular backup procedure to include:

· Who is responsible (including reserve staff to cover illness and holidays)

· Take regular backups (ideally daily) of at least the data file (‘contactLINK Data.mdb’ – and if its on a server that already has a backup routine then make sure its in a folder that’s included) if not the entire contactLINK folder.

· Don’t just copy over and over the same few tapes/discs - have a comprehensive backup system so that, if necessary, you can go back some weeks or even months (in case a problem only becomes apparent then).

· Make sure adequate copies are kept off-site (in case of theft, floods, fire etc)

· A method for checking that the backups are actually happening!

· Recovery procedures and method to test these (e.g. immediately after a backup, choose a crucial file and rename it temporarily - then try to recover that file from the backup).

Customising contactLINK

Existing data

Your copy of contactLINK will come with the following already set up:

· an organisation record for ITsorted with certain contact details

· a couple of individual records (Massimo Giannuzzi and Administrator) linked to ITsorted as workers

· These two workers set up as ‘System Users’

It may also have:

· your organisation, one or more individuals linked as workers and some contact details

· Your organisation set up as a ‘System Organisation’ with some contact details such as registered office, logo etc (required for certain reports, in particular the Data Validation form)

· Some or all of your workers already set up as ‘System Users’ (with blank passwords)

· Some of the ‘drop down’ or ‘lookup’ lists used throughout contactLINK (e.g. event types, categories etc) may have some entries already entered.

System Organisations and System Users

Check your organisation’s details

This must be done via the Admin menu and not just in the normal contacts screen.

· ‘Admin’ menu

· ‘System Organisations’

· ‘LOGO’ tab – make sure that this logo is correct

· ‘Company details’ – make sure these are correct

· Click ‘OK’

Multiple System Organisations

It is possible for two or more organisations to share the same copy of contactLINK. 

If you need this facility please contact us and we’ll talk you through setting this up.

Projects/Teams

It is possible for different users to see different sets of records with, perhaps, some users seeing all records.

Then whenever a new organisation is added contactLINK would ask you which project(s) it should relate to.

This would be particularly useful, for example, if your work was divided into projects with different staff responsible for different projects.

If you need this facility please contact us and we’ll talk you through setting this up.

Choose which ‘System Features’ will generally be used

First choose the features you’ll be using as an organisation (this sets the default set of features for new system users):

· ‘Admin’ menu

· ‘System Organisations’

· ‘System Features’ tab – delete any features you will not be using as an organisation

· Click ‘OK’

Any existing System Users will have the original (possibly full) list and so may need to be updated. Any new System Users will inherit just the features you’ve just selected.

Now choose which features each existing System User will have access to (this is not the same as permissions):

· ‘Admin’ menu

· ‘System Users’

· Click on the worker’s name (in the list on the left)

· ‘System Features’ tab – delete any features this User will not be using.

· Repeat this for each System User as required

· Click ‘OK’ when complete

System Users (of contactLINK)

Identify which staff will use which parts of the system (System features tab) and what rights they will have (Permissions tab).

Encourage all staff to enter a password (or assign these yourself by logging in as them and changing their password).

Add new users

First make sure that they are in contactLINK and associated with your organisation as a worker. Then:

· ‘Admin’ menu

· ‘System Users’

· Click on the worker’s name (in the list on the left)

· If there are no tabs visible and the red button (top right) reads ‘Make worker a System user …’) then click this button

· Go through each tab setting appropriate options. In particular set appropriate ‘Permissions’ for this user.

· Click ‘OK’ when complete

Define your Email System

If you are using Outlook or Outlook Express, contactLINK automatically creates new emails as required.

If you are not using Outlook or Outlook Express, talk to us. Some other email packages may operate like Outlook.

If you are not using Outlook or Outlook Express, you’ll probably have to switch to a copy and paste solution.

· ‘Admin’ menu

· ‘Options …’

· ‘Merge & Emails’ (in lower box – ‘System wide settings’)

· ‘Email options’ – ‘Email package’ – change this to ‘Other’

This means that whenever you send an email through contactLINK, the email address(es) will be automatically copied to the clipboard. You then create a new email manually and paste the address(es) into Bcc (or To or Cc).

Also see ‘Sending bulk emails’ on page 8.

Recording extra data on contacts (categories, actions, Outputs etc)

This is not a straightforward area. Please do talk to us for guidance on what to use where.

	Feature
	Advantages
	Disadvantages
	Further information

	Categories
	Like tick boxes and/or selecting from lists of options

Fast to record
	
	See below for further information on categories

	Actions
	Historical/date related data

Useful for recording activities and categorising them for detailed reporting
	Can be slower to record
	Decide what to record as Actions.

Decide whether to use time spent.

Decide whether to use Action categories and for what.

Think about the statistics that would help management, help individual workers and help funders.

	Outputs
	Historical/date related data

Useful for recording quantities and reporting with totals
	
	See Charities Evaluation Services - “What are outcomes?” – simple definition and examples http://www.ces-vol.org.uk/index.cfm
Outputs can be useful if you need to record quantities and report on them with totals.

	Locations
	Used for recording the geographical area covered by organisations
	
	Decide whether you need to store this data or whether the physical address is sufficient to do searches and selections.

Consider the needs of organisation, individuals and funders.

Look for specific examples of need rather than what might be useful.

	User Defined fields
	Useful for recording one-off extra items of data that doesn’t fit anywhere else

Extra ‘notes’ fields can be useful.
	Limited number of fields

Cannot select on Notes fields
	Use these sparingly.

Most requirements can probably be managed by using the other types of data listed above.


Categories

Categorisation is a critical area, rarely obvious, potentially complicated, with no one ‘right’ solution. It can affect how effective the use of your database is. It can be a major reason that users stop using the database.

See ‘Appendix A – Categorisation’ on page 21
General - Adding new categories

We strongly advise that when wanting to add new categories to contactLINK, there is agreement across the organisation (where relevant – maybe send an email round first), you do it within the context of a categorisation strategy and you identify one person to be responsible for this.

This will help avoid ending up with a disjointed system of categories with overlaps, duplications and confusion.

Contacts and Actions have two level categorisation (Major/Minor). When adding one of these categories, consider carefully whether it should be a major or a minor category.

One criteria is to attempt to get an even spread – not too many major categories and not too many minor categories in any of the major categories (see the example in ‘Appendix A – Categorisation’ on page 21).

So, in particular, when you add a new Major category consider how wide you could make its definition – for example, it could be ‘committees’, or ‘networks’, or it could be mailings (which might include networks and committees) or it could be ‘mailings & networks’, etc. Make it too narrow and you’ll end up with lots of major categories each with only a few minor categories in. Make it too wide and the opposite problem. And either extreme will make it harder for people to find/identify the one they need.

At the same time it needs to make sense and compare well to the ‘real world’.

Remember also that some categories may be relevant to only a few staff (or a department), and some will be relevant to all staff. Hence the importance of having as many staff as possible and practical involved in the decisions of adding categories.

General – Naming categories

Remember that some categories may only be relevant to some staff, and different descriptions may mean different things to different people. Take an organisational view to this.

Categories by default get listed in alphabetical order. So, while you can override this by specifying a particular sort order, it is recommended that you name categories so that similar ones get listed next to each other (e.g. ‘Misuse - Alcohol’, ‘Misuse - Drug’ and ‘Misuse - Substance’, etc rather than ‘Alcohol Misuse’, ‘Drug Misuse’ etc)

Contact Categories

These can be particularly useful to:

· help people search for contacts

· provide information and lists in response to enquiries

· send targeted mailshots

· send regular mailings

· produce management reports and statistics

· produce reports for your funders

See ‘Appendix A – Categorisation’ on page 21 for examples of categories.

Contact categories provide a two level categorisation - major/minor (or main/sub, parent/child, etc).

You can also group categories. However, these are for the Data Validation form and do not effectively add a third level to categories.

Action categories

Action categories also provide a two level categorisation - major/minor (or main/sub, parent/child).

These can be particularly useful to:

· record work done in different areas (e.g. for different projects or that need to be assigned to different budgets)

· produce management reports and statistics

· produce reports for your funders

· record, for example, what leaflets etc have been sent and when and to who

Event categories

Event categories provide just a one level categorisation. Do not confuse this with Event Type which is for such things as ‘conference’, ‘training session’, ‘workshop’ etc.

These can be particularly useful to:

· record work done in different areas (e.g. for different projects or that need to be assigned to different budgets)

· produce management reports and statistics on events held

· produce reports for your funders on events held

Events

Event type is intended to be such things as ‘conference’, ‘training session’, ‘workshop’ etc. Event category is for any other categorisation. Consider needs of organisation, individuals and funders. Look for specific examples of need rather than might be useful.

Managing Mailings

Deciding how to send out mailings – identify mailings

Use a category to explicitly identify each mailing OR use other existing categories and mailing goes to those.

How to structure/store large organisations

Large organisations (e.g. Councils) that have multiple departments – either group all workers/departments into one organisation and use categories linked to specific workers to separate mailings OR divide these into separate organisations, one per department.

Appendix A – Categorisation

Examples of contact categories

Major categories might include:

· what mailings you regularly send them

· the groups they belong to (e.g. finance committee, networks, etc)

· the type of organisation they are

· their activities

· their areas of interest

· their target audience

· the services they offer

· how they heard of you

The example below shows just ‘Areas of work’ for contact organisations, often used by CVS (Councils for Voluntary Service) and similar 2nd tier organisations.
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The importance of getting categorisation right

“The use (or lack of use) of coherent data category structures within the voluntary sector is a problem. If you can't structure data you want to share and can't segment it rationally, how are you, or anyone else, going to make sense of it. Some large organisations are still using categories of ethnicity which only include a few simple criteria e.g. White, Black, Asian, Chinese, Other (typically for historical reasons and because it still works for them). The Commission for Racial Equality applies sixteen criteria for England and Wales but only fourteen for Scotland and these are slightly different from the England and Wales criteria. Confused? You should be!

Anyone reporting to a funder (or internally within an organisation) will usually have to include ethnic breakdowns and these will be derived from a database. The question is: whose categorisation do you use, why, and how does that fit with everyone else's criteria? If, all of a sudden, you want to add Scottish to your ethnic monitoring, how do you determine which individuals in the 'White' category see themselves as Scottish if you've never asked them. Many organisations simply can't quantify the number of Bangladeshi people they've helped because they're only ever listed Bangladeshi individuals as Asian. Much of the work around metadata and data standards is being driven by the public sector (including e-GIF ) but there appears little focus on the needs of charities and the community in terms of data sharing.”

“Many of the database systems available 'off the shelf' deal with most but not all of the needs of a 'typical' organisation. Some charities are spending resources building bespoke systems and not getting the best out of them because they haven't, according to our field research, spent enough time deciding what they want to do with data (input, output and usage) and how they carry out their operational activities in relation to a database. Optimal and effective data and information management has the potential to revolutionise a charity's performance but more time and effort needs to be invested in business analysis, specifying systems and understanding the operations and needs of particular departments and fitting this with the business plan and the ICT strategy. The implementation of a database and information management procedures is too often rushed or done at minimal cost and the present and future pains are there for all to see.”

Dr Simon Davey, Managing Associate, Preponderate.network - June 2005

http://www.preponderate.co.uk/databasedilemmas.htm
Appendix B - Tips for Training

We strongly advise that you use our trained and experienced trainers for training. However, when this is not possible here are some tips to make your training go better:

In preparation

· Decide on what you’d like to cover and within that what are the priorities in case you run out of time. Identify what people attending need to know for their work and to encourage them to use the system etc.

· We can provide a rough outline for a training session.

· Where possible do training on a copy of your data. This will help users feel more comfortable, seeing data that is familiar. Also it will help them feel freer to try things out and make mistakes without having to worry about mucking it up.

Beware: If your live copy of contactLINK is based on a shared drive or server and you copy the contactLINK folder to a PC’s hard drive, the new copy will still link to the data on the server! You will need to relink to the copy via Admin menu, Options …, then press Alt-H, then relink to the correct data file. If you need any help with this don’t hesitate to contact us.

· Where possible do training in a separate, quite room with one PC/laptop to each trainee (provide external mice as many people are not comfortable with the pads on laptops).

· Make sure that ALL distractions are avoided (i.e. no incoming phone calls at all and staff are clear they are expected NOT to pop back to work in the breaks or lunchtime and NOT to make phone calls or check emails)

During the training

· When explaining something or taking someone through a process you can use a mix of styles:

	Style
	Explanation
	General Degree of Retention

	Demonstration
	all round one PC – useful as an introduction to detailed complex processes and can be followed up by letting them try it out themselves)
	Low

	Direction
	“do this, now do that”, “the next step is …” or “press this button now …”
	Low

	Questioning
	“what’s the next step?” or “what button do we press now?”
	High

	Exploration
	let them loose to play around with a feature
	High


Wherever practical and possible, use the ‘Questioning’ style. It gets them thinking, absorbing and understanding.

“Tell me and I will forget, 
Show me and I might remember, 
Involve me and I will understand!”

Variously attributed to Benjamin Franklin, Confucius, Native American Proverb!

· When explaining something, make sure that you tell them in overview what you’re going to be covering first (so that they have a context to fit the information into).

Then take them through it.

And finally review it in overview again.

· Don’t be tempted to teach or even show everything. In fact maybe not even 50%! Too much taught actually starts taking away knowledge. People can begin to lose confidence about what they were up until then confident about.

· Avoid showing people any shortcuts during the training (unless you feel that they will make a major difference to their immediate work or will really help inspire people in their acceptance and use of the system). Many shortcuts are explained in the Tips of the Day and people can pick these up on their own.

As a comparison, if you were directing someone to your house who didn’t know the area, you’d probably direct them on the more major roads first time to avoid confusion. Then perhaps next time they visit you’d tell them of about shortcuts. It’s similar in training.

You can point out shortcuts at a later time or send an email round with them on (either all in one go or make it a regular contact point with a few each time).

· You are in charge of the training and the structure. Encourage questions, but don’t be afraid of fielding them. Write them down so that the questioner can be confident that it will get dealt with at some point either in or outside of the training.

· And remember – your job is not just to teach/show them information and concepts. Its to facilitate their enthusiasm for and confidence in the system.

Good luck!

Appendix C - General Resources

The following are articles and extracts that you may find useful in your process of introducing contactLINK to your organisation.

Implementing a database

‘Implementing a database – practical and strategic issues’ - Dr Simon Davey

Database implementation is straightforward but easy to get wrong. This article provides a ‘how to’ guide and checklist to get it right every time.

http://www.icthubknowledgebase.org.uk/databaseimplementation
* * *

“The main value of a database to an organisation has little to do with ICT and everything to do with strategy, organisational activity and information management. Databases are simple or complex conduits to managing and extracting information and their biggest problems arise when they are poorly specified (poor requirements specification from the user), badly implemented and fail to take a holistic organisational view, never mind the issue about filling them with unverified data. A database will never be a panacea and can only work within the framework imposed by its users, designers and the external environment of the data.

We have seen too little evidence of databases and information management applied as a critical part of an organisational business plan (we would be very happy to be proved wrong on this!) yet without this, the true value of a database is limited and they will continue to cause problems, reduce morale and make reporting and data sharing more difficult than it needs to be.”

“Optimal and effective data and information management has the potential to revolutionise a charity's performance but more time and effort needs to be invested in business analysis, specifying systems and understanding the operations and needs of particular departments and fitting this with the business plan and the ICT strategy. The implementation of a database and information management procedures is too often rushed or done at minimal cost and the present and future pains are there for all to see.”

Dr Simon Davey - preponderate.network - June 2005

Managing change

‘Making Change Happen’ - Dr Simon Davey

http://www.icthub.org.uk/articles/Making_Change_Happen.html
This is an excellent and invaluable article for this process, and we strongly encourage you to read it!

* * *

“Why is your colleague at reception looking upset and why is there more than the usual banter going on at the water cooler? The reason is that the implications of database implementation can be more widespread than the database design itself. For example, a database implementation can change the way information is collected, possibly automating a paper-based process. This can be an incredibly liberating experience for those who have been buried in paper registrations and forms. A database can truly revolutionize the way an office operates, streamlining intake and creating critical reports with a single keystroke.

But be watchful of potential fallout as a result of automating your data collection process. Perhaps your receptionists are nervous about the stability of their jobs or the lack of training they have on the new technology. Revealing major process flaws can leave your staff -- the original architects of the process -- feeling incompetent or vulnerable. Perhaps you are trying to merge several of the organization's databases into one. Oops: you didn't realize that the organizational culture of not sharing information with each other is the reason why there are separate databases. Resentment and fragile nerves abound.

You'll soon realize that dealing with the technology is the easy part, the hard part is the human factor. Know what you're getting into ahead of time and try to confront these issues head on. Keeping staff engaged in the process as well as being a part of the solution can help in the implementation phase.”

Information Management - The cornerstone of nonprofit effectiveness

Barbara Chang - March 29, 2002

http://www.techsoup.org/learningcenter/databases/page5105.cfm
Reasons for failure

“The following list the primary causes for the failure of complex IT projects:

· Poor planning 

· Unclear goals and objectives 

· Objectives changing during the project 

· Unrealistic time or resource estimates 

· Lack of executive support and user involvement 

· Failure to communicate and act as a team 

· Inappropriate skills”

From “Why IT Projects Fail” - Al Neimat, Taimour
First published Nov 05
http://www.projectperfect.com.au/info_it_projects_fail.php
* * *

“Why change fails

Change is difficult to make happen whether dealing with an IT project or not. There are eight key reasons. 

1. Staff and clients may nod through a generally good idea (Allowing too much complacency)

2. There isn’t sufficient momentum behind the project - a few people are keen but people are generally disinterested and trying to cope with other things (Failing to create a coalition – people/trust/goal)

3. There isn’t a clear vision or goal for the change/project (underestimating the power of vision)

4. People don’t understand or see the priority and importance of the vision or goal (undercommunicating the vision)

5. Other things (time, other projects, other staff, bloody mindedness) get in the way (permitting obstacles to block the new vision)

6. The benefits are a long way off and people are losing patience (failing to create short term wins)

7. You think you’ve done it and then it doesn’t quite work in the end (declaring victory too soon)

8. It all goes back to the way it was before because management haven’t supported the changes in infrastructure and procedure and resources to make the change project effective in the long term”

From: Making Change Happen

http://www.icthub.org.uk/articles/Making_Change_Happen.html
Why A Database Will Fail

The following are some of the primary reasons databases often fail and some ways to avoid that happening:

	Database Problems
	How to Avoid These Problems

	Leaving out key staff (those who will be using the database) from the planning and design process.
	Include staff in the database planning effort. Staff will use the database more and you will have fewer problems if they are involved in planning it.

	Ignoring reports
	Use your reports to identify the “outcomes” of your database. By doing this you will be able to produce reports and statistics that your funders and staff need.

	The database collects too much information or not enough (too broad or too narrow).
	Make sure that the database collects only the essential information you need. Remember that someone will need to enter all that data into the database so you want to limit it to information that you must track and reports you must generate.

	Not expandable
	Funders and reports change. You need to have flexibility to change and modify the database easily. A good designer will know how to do this.

	Rushing the time between purchasing your system and using it in your program.
	Develop a realistic database planning schedule and remember that launching your database will take some time.

	Not testing your new database system before converting all of your data to the new database.
	The database developer should test proposed layouts and presentation with test data. This is the time to make your changes to the database design, or make your decision about a different database program.

	Providing limited or no training to the staff using the database.
	Evaluate staff comfort level with databases and provide them with training and documentation to use it.

	Losing continuity in the planning process when staff changes occur.
	Include multiple staff in the planning process and do not have just one “keeper of the keys” when it comes to your database.

	Not allotting enough staff or consultant time to convert files from your database to the new database.
	Develop a realistic database planning schedule and remember that launching your database will take some time.

	Lack of commitment to allocating ongoing resources (money and time) to the database project.
	Allocate time and resources for the set-up and ongoing management of the database.


CompuMentor’s Database Planning Guide

Copyright© CompuMentor 2001

http://www.techsoup.org/binaries/Files/DatabasePlanningWorkbook.pdf
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