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Sources of help

The Help menu (top of the screen on the right) offers ‘Tips of the day’, and ITsorted are planning to provide some ‘how to guides’ on their website.

Contact ITsorted

We have a Support Contract with ITsorted to support us in our use of contactLINK. So you can call them:

· If anything goes wrong with contactLINK itself. Then they’ll get you up and running as soon as possible.

· When you need something (e.g. a report) and you aren’t sure of the best way to do it.

· When you can’t remember how to do something.

· If you get frustrated while trying to do a particular task.
Even if you manage it in the end, its useful for them to know that it wasn’t easy – rest assured there’ll be others who have had or will have the same experience – and they may be able to make it easier for the future.
Call 01364 649290 or email support@ITsorted.org.uk. These details are also in the Help menu.

Remote access: ITsorted may ask you to install and/or enable ‘LogMeIn’, that lets them link to your computer over the internet to solve your problem. They will talk you through how to do this. Please remember to ALWAYS disable LogMeIn when they’ve finished.

System Administrators

Our System Administrators are  << . . . . . . . . . . . . . . . . . . >>  and << . . . . . . . . . . . . . . . . . . . >>
As well as carrying out database administration (e.g. adding and removing users, setting up new categories), they can help you with queries about how to use the database

General issues

Corrections

Please be alert to errors, misspellings and inconsistencies in the database, and correct mistakes as you go along (not just yours, but any you find as you work with the data).

Duplicate records

Do NOT delete duplicates you find. contactLINK has a merging feature that automatically combines two records together. There is a separate help sheet for doing this.

<< Contact one of the System Administrators for this. >>
Dates

Enter dates in the format dd/mm/yy or dd mm yy (with spaces). Don’t use dots or dashes as separators. Tip: If you leave the year off, the current year will be assumed. You can also enter a date via a calendar by double-clicking the date field.

Moving between cells

Use the tab key or the mouse to move between cells. Don’t use the return or enter key within cells as this could force a blank line on letters or labels.

Adding organisations/individuals
Checking for duplicates

contactLINK allows you to check for possible duplicates whenever you add a new organisation or individual. Use this feature.

Branches/Departments/Local authorities

Some large organisations/local authorities have branches around the country and/or large departments. Generally, treat each branch/large department as a separate organisation, i.e. create a separate record for each of them and include the branch/department name in the organisation name, e.g. Age Concern Cambridge, Newcastle Upon Tyne City Council ~ Education Dept

Note: if you enter a ~ between the organisation name and its branch/department, when you print labels or do a mail merge letter, it will split the name across two lines.

So, Newcastle Upon Tyne City Council ~ Education Department will become,

Newcastle Upon Tyne City Council
Education Department

Avoid brackets, colons, dashes or other punctuation (other than the ~).

Full name vs Acronyms
Avoid abbreviations e.g. ‘Limited’ rather than ‘Ltd’ and ‘and’ rather than ‘&’. Also ‘South Yorkshire’ rather than ‘S. Yorks’

The organisation name should be the full name of the organisation, even if it’s more commonly known by an acronym. You can enter the acronym in the separate acronym/AKA field.

For example:

	Organisation name
	Acronym/AKA

	National Society for the Prevention of Cruelty to Children
	NSPCC

	Rochdale Metropolitan Borough Council
	Rochdale MBC

	Sunderland Council for Voluntary Service
	Sunderland CVS


Use of ‘The’ in names

If an organisation name starts with ‘The’ then include it e.g. ‘The Advocacy Project’.

contactLINK will show the full name, but will list it by the first letter of the next word. So ‘The Advocacy Project’ will be found in the A’s rather than the T’s.

Individual’s Titles

<< Do you insist on, prefer, or generally do not require titles? >>
Individual’s Salutations

The salutation is what is inserted after the ‘Dear ‘ in mail merged letters.

<< Decide on form to be used >>
Workers
Main contact and general mailing details

Each organisation should have a main contact – the person to whom general mailings should be addressed. To start with this is likely to be the first person who made contact with us, but as we gather more details for the organisation, that may change.

On the Contact tab in the lower section of the screen you can choose which of the workers attached to that organisation should receive general mailings, and select a postal and an email address for them.

See also the note on ‘Branches/Departments/Local authorities’ above.

Contact details

Work vs Personal details

For workers, you can either store contact details in the organisation record or in the individual’s record. So where should you store them?

Consider what will happen when this individual leaves this organisation: if the details go with them then you should add them in the individual’s (green) screen. If they stay behind with the organisation add them in the organisation’s (yellow) screen.

Phone numbers

Enter as shown in table in Appendix 2.

Email addresses

Check when entering email addresses that they include an @ sign.

Web addresses

When entering web addresses, start with www. Rather than http://

Preferred method of mailing

<< what is your organisation’s default? >>
Postal addresses

Avoid abbreviations e.g. Road rather than Rd, Street rather than St, Avenue rather than Ave, ‘Nottingham’ rather than ‘Notts’, ‘South Yorkshire’ rather than ‘S. Yorks’

Towns and Counties

London should be treated as a Town (from Post Office guidelines).

Make sure that you put the Town and the County in the correct fields so that if needed you can later select a set of records based on this data.

contactLINK helps you fill in these two fields as you type, using the existing Towns and Counties for other records.

<< Decide whether to use Counties or not (recommended to use) >>
<< Yorkshire vs N Yorkshire? >>
Postcodes

Note that the 2nd part of a postcode always begins with a number. Take care not confuse the letter O with the number 0.

If you have not been given the postcode of a UK address, please find it either by phoning the contact, or using the internet (search the address on Google or enter the address into the Royal Mail postcode finder https://www.royalmail.com/portal/sme/postcodefinder).

Regions << optional – do you use this? >>
When adding or editing an address, select the appropriate region of England. If the address is in Scotland, Wales or Northern Ireland, select ‘Other’ in the region field and select the relevant country in the country field.

Locations << optional – do you use this? >>
You record where an organisation is based by its address. This is distinct from the area or region it covers or delivers its services. E.g. an organisation may be based in London but cover the whole of the South East.

Enter this information in the Locations tab.

Controlling what we send out and to whom
Organisations and Individuals - Contact level

Whenever we capture details of a contact, we tell them that we may/do/do not share their details with third parties. We also give them an opportunity to opt out of receiving our marketing communications, both at the point of capture (i.e. on our order forms) and each time we send them marketing communications.
It is very important to get this right, as all contacts have rights under the Data Protection Act and we must comply with their wishes. 

The Contact level field is in the organisation or individual contact window top right. Options are:

	Contact Level
	Consequences

	Any contact ok
	

	No post
	Will be automatically excluded from any postal mailings

	No email
	Will be automatically excluded from any email mailings

	No post or email
	Will be automatically excluded from any postal or email mailings

	No contact at all (but can keep details on file)
	Will be automatically excluded from any mailings

	No contact (i.e. no details exist)
	


When adding or editing record, be sure to check the customer’s wishes carefully and select the appropriate contact level.
When someone tells us that they don’t wish to have any contact at all, change the contact level accordingly. Don’t delete the record as we need to retain it for statistical purposes.

Workers

You can request that certain workers in an organisation be excluded from any general mailings by clicking on the No mailings drop down (far right side in Workers tab).

Categories / Mailing lists / e-bulletins

We use categories to tag records according to: regular mailings we send them; their relationships with us; the work they do; their beneficiaries; etc. Each record can have many categories, e.g. they could be a Publications purchaser, a recipient of the e-bulletin and work with Older people etc.

Add as many categories as you can on creating a new record from the Category/Mailing tab.

Work vs Personal categories

You can store categories in the organisation’s record or in the individual’s record (i.e. categorise organisations and/or individuals). So where should you store them?

Consider what will happen when this individual leaves this organisation: if the categories go with the individual then you should add them in the individual’s (green) screen. If they stay behind with the organisation add them in the organisation’s (yellow) screen.

Required categories << optional – do you need this? >>
<< fill in any Major Categories that users MUST choose one from (if any) >>
New categories?

If you think that a new category might be needed, put your request/suggestion to one of the system administrators.

Worker specific categories/mailings << optional – do you need this? >>
When you select a set of records and send a mailing it will go to the worker and contact details set in General Mailings area. However, mailings using the following categories/mailings require a specific and possibly different worker and/or contact details:
· << ? >>

E-Mailings

You should ALWAYS use the Bcc when sending an email to more than one person

Deleting records

Records should rarely/never be deleted. Instead they should be marked as “no longer active” (see below). This will ensure a full historical record as well as ensuring that any statistics (e.g. involvement in actions, events etc) remain complete.

Organisations and Individuals

If an organisation or individual no longer wants to be contacted set their contact level (see above).
If an organisation ceases to exist, change the contact level to No contact (no details) and write a note in the General Notes field on the Summary tab to explain the situation.
Workers

If a worker leaves an organisation check the box on the right marked ‘LEFT’ on the Workers tab.
Use of Actions

Time spent

<< You should always fill this in / you do not need to fill this in - decide whether to ask staff to fill these in >>
Action Categories

<< decide whether to ask staff to use these and if so define use and specify any required ones >>
Appendix 1 : Lists

e.g. list of postcodes by region, etc
Appendix 2 : Phone numbers

See this link for full details of the standard formats for phone numbers

http://en.wikipedia.org/wiki/Telephone_numbers_in_the_United_Kingdom#Format
	AREA
	Format
	Code
	EXAMPLE

	London
	3 4 4
	xxx xxxx xxxx
	020 8123 1234

	Mobile
	5 6
	xxxxx xxxxxx
	07890 123456

	National – Large cities
	4 3 4
	xxxx xxx xxxx
	0121 123 1234

	0121 Birmingham
	
	
	

	0131 Edinburgh
	
	
	

	0141 Glasgow
	
	
	

	0151 Liverpool 
	
	
	

	0161 Manchester 
	
	
	

	0113 Leeds 
	
	
	

	0114 Sheffield 
	
	
	

	0115 Nottingham 
	
	
	

	0116 Leicester 
	
	
	

	0117 Bristol 
	
	
	

	0118 Reading
	
	
	

	National – Other
	5 6
	xxxxx xxxxxx
	01234 123456

	0800 numbers
	4 3 4
	xxxx xxx xxxx
	0800 123 1234

	International numbers
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