





User Guide and
Reference for

case management software
Version 3.6

Simon Shaw



Rights

The software and databases described in this document are supplied
under a license agreement. The software and databases may be used
or copied only in accordance with the terms of the agreement.

No part of this manual may be reproduced or transmitted in any form or
by any means, electronic or mechanical, for any purpose other than the
purchaser’s own use without the express permission of Bradsoft.

Trademarks
Redial is a trademark of Bradsoft.

Microsoft is a registered trademark and Access, Windows95/98 Windows
ME Windows 2000 and Windows XP are trademarks of Microsoft
Corporation

All other trademarks are owned by their respective owners.

Bradsoft
P.O.Box 1000,
Shipley,
BD17 7YQ
West Yorkshire
Tel: 01274 588 440
Fax: 01274 588 506

Email: info@bradsoft.tele2.co.uk

Find us on the World Wide Web at www.bradsoft.co.uk

© Bradsoft 2004 All rights reserved.

Doc No: Redial user manual-1f-A4.doc









Table of Contents

LI L1 0o U T3 1 o o TP 1
LIPS B O 1YY o= SO 1
2 Getting Started ........oo oo 3
P2 B o (= B =0 [ U1 ES] | (=P 3
2.2 INStallation ......cooeiee 4
3 REDIAL OVEIVIEW ... ettt e e e e e eenees 11
3.1 How Client Information is Stored in ReDIAL...........cccccceeeeens 11
3.2  Client Information..........c.ueoi i 11
3.3  Case INformation .........coeuiiiiiiiiiii e 12
4  Getting Around ReDIAL..... .o 15
4.1 Moving around the SCreeNnS.........coooeeiiiiiiiiiiiiceee e 15
72 S~ W To T 11 o 1 o I UPPPUPRR 16
4.3  BREDIAL USEr ...t 17
4.4 NEW Call .o 18
4.5 ClIENtS. i 19
4.6 OrganiSatioNS........ceeeeeieieiieiiiiiiieee e 21
A N [ o] = oY PP 22
4.8 AdMIN e 24
iR T A T o o P 25
S5 CASE ReCording ......coooeiiiiuniiiee e 27
5.1 Searching the Client Database ...........ccccviiiiiiiiiiis 27
5.2 Creatinga New Client ... 28
5.3 Creating Cases — ‘The Green Screen’ ........ccoeveeveevieiiiiieeennnnnns 31
5.4  CaSe LEtters .ooiiiiiii i 40
6 Organisation Database. ... 45
B.1  CONIENES oo 45
6.2 SeaArChING ..oeeeiieiiie s 45
6.3  Adding Organisations............uuuiiiiiieiiiiieciiiiee e 48
6.4 Updating Organisation Details ...........ccovveeiiiiiiiiiiiiiiieeeeeceeiieens 49
7 PeOPIE .. 51



7.1 Selecting Clients for Deletion ... 51

8  CoNfIQUIAtION ...ceueeieiie e 53
8.1  Changing the contents of a pull down list..........ccccceeiiiiin. 53
8.2 Usernames & Passwords..........cooouuuiiiiiiiiiiiiiiiccce e 55
8.3  Configuring Areas, Counties & TOWNS.........cccoevvvvvieieeeeinninnnnnn. 58
8.4  Benefits EAITOr.....ccoveeieiieeee 60
8.5  Other (Category) ..cceeeeieeiiiie e 63
8.6  CoNfIQUIatioN........cooiiiiiiie e 66
8.7 Data Management ..........oooii i 69

O ANAIYSIS .. 71
9.1 ANAIYSIS SCrEEN ... 71

10 Security ConSiderations ..........cooooeiiiiiiiiiiii e 75

11 TroubleShOOtING .....cooiiiiiii e 79
11.1 Login screen has N0 USErNames ........ccuuuuieeeeeeirnineeeeeiinneeeeeeens 79
11.2 Invalid Date entered..........ooo oo 79
11.3 Database repair .......coooeeeviii i 80

INDEX .o e e e e 83



1 Introduction

1.1 Overview

ReDIAL is a system based on a computer database that enables advice
services to:

e Record advice given to clients

e Access a database of National and Local Organisations relevant to
the casework that they undertake

e Analyse their casework and generate management information and
statistics.

ReDIAL was conceived as system to support Disability Advice Services
but it is highly configurable by the user and has been used by other
advice services. ReDIAL has been designed to fulfil the requirements of
the Community Legal Service for those agencies who are either
franchise holders or who are holders of the Quality Mark for General
Advice and Casework

ReDIAL may be run on a standalone PC or a computer network. When
ReDIAL is to be run on a computer network the software is installed in
two separate parts, a backend data store that would normally reside on a
file server (it is best if this machine is not used by anyone) and a front
end application that should be installed on all desktop machines in the
office on which ReDIAL will be used.

Server

i Data store mounted in a
i shared folder

Filename rd2k1_be

HUB

Front end located in

!!! !_!J! !_!J! C:\program files\ReDIAL
Filename ReDIAL36.mde







2 Getting Started

2.1 Pre-requisites
2.1.1 MS Access

ReDIAL is an application that uses Microsoft Access 2000 or Access
2002 as its underlying database. Each of the desktop machines that
need to run ReDIAL must have Microsoft Access installed. During the
installation of ReDIAL, the installation program will check for the
presence of Microsoft Access, if the machine does not have Access
installed, the installation program will install Access for you. The limited
version of Access installed by ReDIAL will NOT be available outside
ReDIAL for you to use as a database for other purposes.

2.1.2 System Requirements
Hardware

ReDIAL will run on any Pentium PC, however, as the size of the Client
and Organisation database grows a realistic minimum specification for a
Windows 95 or 98 desktop machine is:

Processor: Pentium 2, Celeron or AMD K2 266MHz
RAM 64Mbyte
Disc Space 2Gbyte

For later versions of the Windows operating system the minimum
requirements are somewhat higher as the operating system itself
requires more memory and space, so for Windows 2000 and XP, the
minimum specification is:

Processor: Pentium 2, Celeron or AMD K2 500MHz
RAM 128Mbyte
Disc Space 10Gbyte

For a Server PC serving several desktop computers a realistic
specification is:

Processor: Pentium 3 or 4 or AMD 1GHz
RAM 256Mbyte
Disc Space 20Gbyte

Screen Resolution

The ReDIAL user interface is designed for a minimum screen resolution
of 800x600 pixels. At this resolution most screens will display without
scroll bars being needed. A higher screen resolution than this will not
cause any difficulties.



Software
ReDIAL will run on any of the Microsoft operating systems:

Windows 95, 98

Windows ME (not recommended)
Windows 2000 and 2000 pro
Windows XP and XP pro

In addition the backend data store will run on any of the Microsoft server
operating systems.

Microsoft Access

ReDIAL requires Microsoft Access 2000 or 2002 to be installed on the
desktop computers at which caseworkers and information officers will sit
and use ReDIAL. If Access is not already installed, ReDIAL will install a
‘run time’ version of Access that will enable ReDIAL to run but will not be
available for use as a standalone database. The run-time version of
Access also provides less functionality than the fully licensed version of
Access

The server computer does not require MS Access to be installed.
Computer Network

Where ReDIAL is to be installed on a computer network, it is
recommended that a fast Ethernet network is installed based on 100MHz
UTP connections. We strongly advise you to read the supporting
information in Section 1.

2.2 Installation

2.2.1 Standalone Installation

Insert the ReDIAL Installation CD into your CDROM drive. Click on the
link for ‘standalone computer’ choose the option to ‘open file from current
location’, not ‘save to disc’ and follow the instructions on the screen. If
the computer on which ReDIAL is being installed did not have Microsoft
Access installed, the ReDIAL installation program will first install Access
and then ask that you restart the computer to complete the installation of
Access. Once the computer has been restarted, re-insert the ReDIAL
CD and start the installation process again.

Once ReDIAL has been successfully installed you should start ReDIAL
using the start button, then select programs and ReDIAL36

The first time that ReDIAL is started the program will ask you for 2 pieces
of information that you will have been sent by Bradsoft. These are
recorded for licensing purposes and to give your organisation a unique
identifier when exchanging library data with another organisation.



1. Organisation User Name. E.g. DIAL East Suffolk

Organisation User Mame Required ' i[

Please enter wour Organisation User Mame Ok, I
This is nok case sensitive, buk wou rmusk get Ehe

spelling & puckuation (iF anw) correct,

This User ID and the associaked User Key can be found

on the installation C0 packaging, or by contacting
Brad5oft

|DIAL East Suffall

Cancel

Figure 2-1 Entering Organisation Username

2. Organisation User Key. 16 letters and numbers, these are CASE
SENSITIVE, so be careful, especially with the Caps lock key!

Organisation User Key Required ' El
Please enter wour QOrganisation User Key 0k I
This is case sensikive,

Cancel

I“T’E D35B GK W 44E 3PTH|

Figure 2-2 Entering Organisation user Key

Once these two pieces of information have been entered correcily,
ReDIAL will need to associate the desktop application with the data
storage file rd2k1_be. You will be asked to browse to the folder
containing the rd2k1_be via the window shown in Figure 2-3

Once you have selected the folder containing the file rd2k1_be ReDIAL
will connect its desktop application to the file rd2k1_be



Please Select the Folder where the file rdzkl_be.mdb resides
Current Location = C: My Documents\DAS Database\redial

(4} LT o o Pl R b PO B 0o |

El- L._:1j Desktop

I ﬁ My Docurnents
L__| u My Computer
l ]ﬁ 314 Flappy (&)
- g E| ocal Disk (C:)
@ Compack Disc (D)
@ Contral Panel
(SR My Metwork Places
g 1| Recycle Bin
ﬁ Inkernet Explorer

(8]4 Cancel |

Figure 2-3 Browsing for the data file

ReDIAL will let you know if this operation has been successful by
displaying this box:

Data Found |

Diaka Tables successfully atkached,

Click OK and you will be taken to the ReDIAL login screen:



x

Pleaze zelect your uzer name:
iDefault, User

Cancel I oK

All ReDIAL systems ship with a username of Default User, the password
for this account will have been sent to you by Bradsoft. Click on
Default,User, then the OK button. You will be prompted for a password;
enter this password which is NOT case sensitive and you will enter the
ReDIAL system.

Congratulations! — you now have ReDIAL set up on your computer
and you are ready to move on to Chapter 4 where you will learn how
to configure the system.

2.2.2 Network Installation
Server

When installing ReDIAL on a computer network it is best to start with the
server computer. Install ReDIAL following the instructions above for the
standalone computer except that:

1. When prompted for the folder in which you wish to install
ReDIAL, choose a shared folder on the Server where your other
shared files are stored, but in a separate folder which you might
choose to call ReDIAL.

For example: ServerName\\SharedDrive\ReDIAL\

Tip: The default folder offered is C:\Program Files\ReDIAL — this is
unlikely to be a shared folder on a server computer and you should
change to another folder.

2. Once ReDIAL has been successfully installed, start it using
start, programs, ReDIAL. You will then be prompted for your

Organisation User Name
Organisation User Key



When these have been successfully entered, ReDIAL will ask you to
choose the location of the backend data store, named rd2k1_be, using
the browser window shown below. When selecting the folder containing
the folder rd2k1_be, always start at ‘Entire Network’ and follow the path
down to the correct folder. By doing this you will create a version of the
ReDIAL front end that can be copied to all your desktop machines
without the need to repeatedly insert the Organisation User Name and

User Key.

Flease Select the folder where the file rdzkl _be.mdb resides

El---@ Deskkop =
-5y My Documents

E@ My Computer

\ﬁ 314 Floppy (&)

--Q Local Disk {C:

-y Compact Disc (D:)

{El Conkrol Panel

[—]-- My Metwork Places
Elﬂs: Entire Metwark
E|.,r* Microsaft Yindows Metwork,
& YWaorkgroup
é Computers Mear Me

----- P2 pacwrs Rin ll

(5] 4 Cancel |

Figure 2-4

Once you have selected the folder containing the file rd2k1_be ReDIAL
will connect its desktop application to the file rd2k1_be. ReDIAL will let
you know if this operation has been successful by displaying this screen:

Data Found |

Diaka Tables successfully attached,

Figure 2-5 Data Tables Connected



Click OK and you will be taken to the ReDIAL login screen:

i

Pleaze zelect your user name:

Cancel | 0k

Figure 2-6 ReDIAL Login Screen

Congratulations! - you now have ReDIAL successfully installed on your
server computer. If, however the operation was unsuccessful, ReDIAL
will show this screen:

Tables not found x|

Could nok conneck kables due ko Error#3024 Could notk Find File 'Ry
DocumentsiDasDatabase\redial3.651rd2kl _be.mdb', My
CocumentsiDas\Databaselredial3. 65hrd2k] _be.mdb

After clicking OK, the process of starting ReDIAL, entering the
Organisation User Name and Organisation User Key, then browsing for
the folder containing the file rd2k1_be must be repeated.

Tip —undertake this process at the server computer so that network
problems can’t interfere with your ReDIAL installation process.
Check that ReDIAL runs OK on the server before installing on your
desktop machines.




Desktop Workstations

Once Redial has been installed successfully on the server computer, it
should be installed on each desktop workstation. This may be achieved
by inserting the ReDIAL CD into each desktop computer, then selecting
the ‘network installation’ option followed by ‘desktop workstation’. As
before, choose the option to ‘Open file from current location’.

ReDIAL will prompt you for a folder in which to install the front end
application; choose C:\Program Files where C is the local hard drive,
then create a directory named ReDIAL36 below this and install ReDIAL
there.

ReDIAL will also prompt you for a location of the menu item to start
ReDIAL. If you accept the suggestion made by ReDIAL then you will be
able to start ReDIAL by clicking start—programs—ReDIAL. Once the
setup program has installed ReDIAL you can start ReDIAL. The first time
that you start ReDIAL on each desktop computer you will be prompted
for your:

Organisation User Name
Organisation User Key

Once these have been entered, ReDIAL will also prompt you for the
folder containing the backend data store, located on your server PC.
Browse to this folder as shown in Figure 2-4. ReDIAL should now
connect the front end application to the data store on the server and give
the message shown in Figure 2-5. You should now be logged into
ReDIAL and ready to start configuring the system

The process of entering the Organisation user name and Key followed
by browsing to the server folder containing the ReDIAL data store can be
tedious if ReDIAL is to be installed on several desktop machines. To
avoid this, follow the following procedure:

e make sure that ReDIAL is running OK on the server.

e After installation of the ReDIAL front end application on to the
local hard drive, but before starting ReDIAL for the first time,
copy the file ReDIAL36.mde from the shared folder on the server
to the local disc, overwriting the file ReDIAL36.mde that the
installation program has put there.

e The version that you have copied from the server will already
contain the organisation Username and key and will also contain
the path to the data store.

Now start ReDIAL using the Start menu, then Programs, then ReDIAL.
You should immediately see the login screen, Figure 2-6
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3 ReDIAL Overview

There a few key concepts that it is important to understand before you
start to use ReDIAL, so please take a little time to read and understand
this section of the user guide before you move on.

3.1 How Client Information is Stored in ReDIAL

In many paper based case records information about the progress of a
clients claims and appeals are recorded in a single file in date order, or
reverse date order. ReDIAL endeavours to collect information about a
client in a more structured way at 3 levels:

Client details: This information identifies the client, their
The Purple Screen

address and a small amount of unchanging
information

Case Details: A case is a major division of work with a
client. A client may have more than one
Case. Usually a separate case will be
created for each benefit about which a client
is being advised

The Green Screen

Enquiries Each time contact is made with the client, or
The Grey Screen Ietters_ or phone calls a_lre_made on behalf of
the client, a new enquiry is entered onto
ReDIAL. The enquiry is entered against the
Case about which the enquiry was made.

3.2 Client Information

Client information is identified on the screen with a purple background.
This information, once entered, will tend to remain the same, though it
will of course need to be changed should the client change their address
or phone number. Should any of the information need to be changed
just click in the field to be changed and enter the new text.

TIP: Where there is a pull down list, such as for the local area
address field it is often better to use the pull down list rather than
type the area yourself as:

It will avoid the possibility of spelling mistakes

Once the local area has been entered ReDIAL will associate the
Town and County with the local area (see section 8.3), saving on

typing
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TIP: Enter the client’s date of birth rather than their age group, as
ReDIAL will calculate their age group for you. Dates of birth should
be entered with a four digit year i.e 1960, not 60

3.3 Case Information

The concept of a Case is used in ReDIAL to add structure to the client
records. A separate Case is required for each major area of work with a
client. So, for example, in a Disability Advice Service, a client might
have a Case for Disability Living Allowance with another Case for
Incapacity Benefit if the client was unable to work. A third Case would
be created for Housing Benefit and so on.

Of course the client may wish to discuss more than one case during a
visit or phone call. In this situation, when recording the results of the visit
or phone call, a caseworker would need to structure the case recording
so that information related to each case was separated and recorded
against the appropriate Case.

Each Case has information associated with it. The information is
selected for display on the screen by a row of button at the top of the
green screen, shown in Figure 3-1 Case Information

E iy Contacts Feferal { Benefitz | Feview § CLS

umber] Due Date: 15/12/2003 Complete [] Date Save | Cancel

b ethod: Telephnne;l Atk of: Unspecified, Llnspj Entered by: Shaw, Simon j

Resp. Level: Unspecified = | Call Start: 1512/2003 11:27 ml

E rguiiny: j Agreed Client Actions:
Hesponze: gl' Agreed Internal Actionz:

Figure 3-1 Case Information

The most important information is seen under the Enquiry button, shown
selected in the figure. It is here that the results of contacts with the client
are recorded. Other information is displayed by a single click on any of
the buttons at the top of the green area of the screen. The details of the
information recorded are described in Section 5.3.2 Case Level Buttons.
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3.4 Enquiries

For a caseworker, the enquiry screen is the heart of ReDIAL as it is in
this screen that the Caseworker will record conversations with the client.
Enquiries are always related to a Case. In the example above, enquiries
would be associated with either Disability Living Allowance or Incapacity
Benefit.

An enquiry is created when:
e a client contacts the office, either by phone, letter or visit.
e another agency is contacted on behalf of the client
e a caseworker represents a client at a Tribunal.

Once again, ReDIAL tries to make it easy for the Caseworker to add
structure to the enquiry by offering the Caseworker 4 boxes to complete

for each enquiry, in addition to a variety of pull down lists.

| e - -
E hquiry Contacts Tazks || Referal § Benefitz § Feview

umber] Due Date: 15/12/2003 Complete (] Date Save | Cancel |
b ethod: Telephune;l attn. af: Unzpecified, Unsp;l Entered by: Shaw, Simaon ;l

Reszp. Level Unspecified ;l Call Stark: 1512420031127 Em:ll
E rnguiny: Agreed Chent Actions:

| -

w

Rezponse: '—I—i Agreed |ntermal Achions:

Fecord: 14

oL Total enquiries
Navigation g

Arrow

Figure 3-2 Enquiry Screen

In order to enter information into a box a caseworker should left click with
the mouse, anywhere inside the box; the Caseworker may then type any
text they want into the box. Scroll bars will appear at the side on the box
when the text is larger than can be seen on the screen.
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It is important that, when actions have been agreed with the client, they
should be entered in the appropriate box, either as Client actions, such
as ‘Client would visit their GP to obtain Medical Evidence’ or as internal
actions such as ‘Caseworker to ring Benefits Agency to obtain DLA form
for client’.

Navigation

When a case has several enquiries, a caseworker can navigate between
enquiries by using the arrows at the bottom of the screen.

The right arrow will display the next older enquiry

The left arrow will display the next more recent enquiry to the next.
The right arrow with the bar will display the oldest enquiry

The left arrow and bar will display the most recent enquiry

The arrow plus * will create a new enquiry record, it has the same
effect as clicking on the NEW button

Both Cases and Enquiries are numbered with the most recent enquiry
number 1 and the oldest enquiry having the highest number. However,
when a new case or enquiry is being entered into ReDIAL, it is given the
next number in sequence. When the case or enquiry window is closed,
ReDIAL then renumbers all cases or enquiries so that the enquiry just
entered is given the number one, all older cases or enquiries are then
renumbered upwards and the total number of enquiries will increase by
one.
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4 Getting Around ReDIAL

4.1 Moving around the screens

4.1.1 Tab/Shift Tab

As the system is based on Microsoft Access the cursor can be moved
from one field to the next by using the TAB key. The cursor can be
moved backwards through the fields by using SHIFT+TAB.

4.1.2 Mouse

The mouse can be used to move from field to field or to access menus in
the usual way with a single mouse click.

4.1.3  ALTKey

The ReDIAL menus all have a letter underlined in their name, e.g.
Clients. A menu can be activated by a mouse click or by using ALT plus
the underlined letter in the menu in this case ALT+C. In many windows
the buttons also have a letter underlined; if the ALT key is held down
while the underlined letter is pressed on the keyboard, the effect is as if
the button has been clicked with the mouse.

4.1.4 Short cut Keys

The shortcut keys that are used in Microsoft Office applications such as
Word and Excel also function in the same way in ReDIAL so

CTRL+X is Cut
CTRL+C is Copy
CTRL+V is paste

4.1.5 Pull down menus

Many fields have pull down menus, this is indicated by a down arrow
button next to the field. A single click on the down arrow will cause a list
to appear, scroll bars can be clicked to move up or down the list. A
single click on an item in the list will select it. Where a list has many
items then if the user starts to type into the window, the pull down menu
will appear and display those items that start with the letters typed.

15



Advocacy

Formal Reprezentation
Ferzonal Support
Frovizion of Advice
Frovizion of [nformation
Referal

Unzpecified

4.1.6 Closing/saving

Several windows within ReDIAL have a close button and also a save
button within the window. If the close button is clicked before the save
button, ReDIAL WILL save the information that you entered before
closing the window.

Selecting a Case or Enquiry

A case or enquiry can be selected by a caseworker by using the arrow
keys at the bottom on the green case screen or grey enquiry screen.
These keys can also be used to step through the client list one by one,
though this will be very laborious if there are many client details held.

+]+ Agreed Internal Actions:

'l d
:|Ir|: NI Number

— | Delete | New |
m Recaord: 14 ] 4[] 2 et of 2

Clhent Details Browse

Enquiry
[Casg . naviaation j

Navigation

Figure 4-1 Case and Enquiry Navigation

4.2 Logging On

ReDIAL is started by clicking on start, then programs, then ReDIAL. Of
course you can also set up a shortcut on the desktop to ReDIAL. First

16



the ReDIAL banner box will appear, followed by the login window shown
in Figure 2-6 ReDIAL Login Screen — Getting Started. Single click on a
username then click OK . Enter the appropriate password and click OK
again. Once a user has logged into ReDIAL then a series of additional
menus will appear underneath the Microsoft Access menus as shown
below.

Redial ¥Yersion 3.65 Logged in as:Defaulk, User = |EI|E|

JEiIe Edit Wiew Insert Tools ‘Window Help

J Redial User Mew Call Clients Qrganisations People Library Admin SwWindow

$BRRY o % B 2

D | &R& Y

Ready L ] A~

In addition there may be another window shown, dependent on how the
administrator has configured ReDIAL for the user. The Admin menu will
not be present unless the user is a ReDIAL administrator. The next 8
sections of this user guide will describe what happens when each of the
8 menus from ReDIAL User to Window are selected.

4.3 ReDIAL User

The ReDIAL user menu enables each user to:

Logoff ReDIAL - leaves the Login screen available for another
user to logon. It is good practice to use the Logoff menu item
whenever you are away from your desk for more than a couple of
minutes and definitely if the office is unoccupied. Remember — all
the client details are visible should anyone care to look.

Exit ReDIAL - closes ReDIAL completely

Settings - enables the user to set their own preferences. Iltems
that can be changed are:

Role — Each user of ReDIAL is given a role. This can be
changed by the user but will have no impact on the functionality
they will perceive.

Password — A user can change their password by typing the

new password in the upper box, typing the same password in
the lower box and clicking on ‘change password’. ReDIAL will

17



prompt the user to enter their existing password before it will ask
for confirmation that the change is to be made.

Passwords are NOT case sensitive

Toolbar Icons — The standard toolbar icons for print, cut and
paste will be displayed if the user selects ‘text and icons’, they
will not be displayed if the user were to select ‘text only’.

Startup form — This option enable the user to set which of the
ReDIAL windows appears automatically on the screen
immediately after they have logged on. Many caseworkers will
choose ‘New Call’ or ‘Clients’; information officers may prefer
‘Organisations’.

4.4 New Call

The ‘New Call’ form is designed to be used to search the database when
a caseworker or receptionist takes a call or receives a visit from a client.
Once a caseworker has clicked the ‘New Call’ menu the ‘Check Clients’
form is displayed; this form enables the Caseworker to search the client
database to see if the client has already had contact with the office.

i
Surname: Forename:  Addressl: Postcode: Telephonel:
sh

ShowList | New | Anongmous Call | Close |

The caseworker can search the database by typing into any of the boxes
on the form. The text typed can either be a full name, address, phone
number etc, or can be a part of the complete name or number. For
example if a message has been received from someone called Shaw or
Shore, the two letters ‘sh’ would be typed into the surname field.
ReDIAL would retrieve all clients whose surname contained the string sh,
including surnames such as Ashby where the ‘sh’ occurs in the middle of
the name. The same techniques could be used if a client left a message
with only their phone number, without the area code. Entering the phone
number without the area code would find all clients with that phone
number.

Only after the database has been searched will the ‘New’ button appear
on the screen. ReDIAL has been designed in this way as occasionally
clients will forget that they have visited or telephoned the office on a
previous occasion. If their details were entered without a check to see if
they were already in the client database then a caseworker might enter
the client again, creating a duplicate record for the client. Duplicate

18



records can be removed from the system, the ‘move’ button in the Case
screen can be used to do this, see para. 5.3.1 Case Level Details

Once the client list has been searched, the Caseworker is presented with
a list of possible matches. The Caseworker should use the surname,
forename and the address/postcode to decide which is the appropriate
client and click the =l button next to the client surname to display the
client/enquiry screen for that client.

B3 Client List

Show Clientz Only: g
Type Surname Forenames Addressl Postcode Telephonel

¢ | Clignit John 1 Farmierz Cloze

Client Smithers John 1 Thoroughfare IP121EF (01394 385420

LCloze | El

| 1k |>| |He| af Z (Filtered)

Click here to
select John
\Sm|th

Figure 4-2 Client List

4.5 Clients

Should a caseworker wish to browse their clients and check for enquiries
that need further work they can click on the ‘Clients’ menu which will
cause ReDIAL to display the following screen:

B Clients ; - 0] x|

Cazeworker Default, User: 4 Over | Date From: FEITFFINE] | Date to: 19/01/2004
Enquiriez | Cases  Hewiews | Rewviews for Al Staff |

[0 Show all |

: Smith, John 2 Manor Close 1 Enguiries to complete 070252003

: Shaw, Simon 43 Avocet Lane 1 Enguiries to complete 144 1/2003

: Srnith, John 2 Manor Cloze 1 Enguiries to complete 1240152004

R g |4|4|| 1 >|>||He|u:.F3
B Exizting clients | 1D: 0 Client | Easel Elusel
Click here to

select John Smith

The Case records for the required client can be displayed by using the
mouse to click on the =] button to the left of the client name. Where a
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client appears more than once in this window it is because there are
several active cases for the client. In the example above, John Smith
has two cases active.

The functions of the other buttons on this screen are:
Enquiries

The ‘Enquiries’ button will cause ReDIAL to display the enquiries that are
allocated to the caseworker named at the top of the window. If the ‘show
all’ box is checked then both completed and uncompleted enquiries are
displayed. If the ‘show all’ box is clear then only uncompleted enquiries
with a date between the ‘Date From’ and ‘Date to’ fields are displayed.

TIP: If a caseworker does not see a client appear in this window
then it is likely that their enquiries have been completed. Try ticking
the ‘show all’ box then press the F9 key to refresh the screen. It is
likely that the client will then appear.

Cases

The Cases button will display Cases allocated to the Caseworker named
at the top of the Window. Use the ‘show all’ check box to display all
cases regardless of their status or date.

Reviews

Each case can have a Review date associated with it. A review date is a
date when a significant event is expected to occur, either on that date or
shortly after. A review date would be set by a caseworker to remind
themselves that they must take an action. A review date might be set a
week before the deadline for an appeal against a benefit decision, in
order to remind the caseworker that a benefit appeal needs to be lodged
for the client. Only review dates between the ‘Date from’ and ‘Date to’
fields at the top of the window are displayed. If a wider date window is
required then either date may be changed by using the mouse to click in
the field and retyping the date.

Reviews for All Staff

An office manager may wish to check review dates for all caseworkers in
the office. To save having to select each caseworker in turn and viewing
their review dates the manager can click on the ‘Reviews for all Staff’
and see all Review dates. Once again, the ‘Date from’ and ‘Date to’
fields can be changed.

Browse

The ‘Browse’ button will cause ReDIAL to display the ‘Client/Enquiry’
screen with the lowest client number displayed. The arrow keys can
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then be used to scroll though the client records. For a large client
database this process will become very lengthy. A more efficient
approach would be to use the ‘Existing Clients’ button as described in
the next paragraph.

Existing Clients.

‘Existing Clients’ will cause ReDIAL to display the ‘New Call’ window that
a caseworker can use to search for a client.

Client and Case

The two buttons enable a caseworker to enter the identity number of a
client or case and display the relevant client or case. They are not the
preferred way of selecting clients or cases, the ‘Existing clients’ button
should be used in preference.

B2 Clients : =gl |

Cazeworker Default, User: 2 Over - |NEteEroms 2441172003 IEEEteE 22/12/2003
Enmiriesl Cases  Beviews | Rewviews for &l Staff |
Show all -
=== | hnonypmous, 1 Enquiries to complete
= | Shaw, Jon 1 Heathfield 1 Enquiries to complete
== | Shaw, Simon 45 Avocet Lane 2 Enguiries to complete
== | Shaw, Simon 45 Avocet Lane 4 Enguiries to complete 1401152003
=== | Smith, John 2 manor close 1 Enguiries to complete 070252003
== | Smithers, John 1 Thoroughfare 0 Enguiries to complete 270252003
zl
Record: 14| « || 6 b |vilr+]of 6
Browse | Exizting clients | 1D: 10 [iChent: Easel Qlusel
X
A\

Enter the client or case
niimber here

Close

The ‘Close’ button will close the window when required, however, it is not
necessary to close this window before moving to another.

4.6 Organisations

ReDIAL is supplied with a database of national organisations of interest
to people with disabilities. Local organisations can be added to the
database to extend its usefulness. As well as enabling a caseworker to
find organisations that may be able to help a client, letters can be
addressed to an organisation by simply picking their name from the
database.
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As with any large database, one of the main problems is trying to extract
the information you require without being swamped. ReDIAL offers a
variety of methods for searching the database which will be described in
section 6 Organisation Database.

4.7 Library

A click on the ‘Library’ menu displays a list of different types of
information that may be useful to a caseworker. They are:

e FAQ’'s

e FUN’s

e Publications

e Comm. Decisions
e Standard Phrases
e Benefits

e Post log

FAQ’s — Frequently Asked Questions

ReDIAL keeps a single list of Frequently Asked Questions that can be
accessed or added to by any caseworker. When created, each FAQ can
be assigned a super category and sub category from the list configured
by the ReDIAL administrator. These fields can be used in the same way
as they may be used in the organisations screen to filter the FAQ’s so
that only those relevant are displayed.

TIP: You may be tempted to enter a FAQ as:

Where is the....?

What is the phone number for....?

If you do this most FAQ'’s will begin with the letter W.

It is better to use a more meaningful first letter such as:

Benefit Agency — which office deals with Yorkshire?

FUN’s — Frequently Used Numbers

ReDIAL keeps a list of frequently used numbers for each caseworker. A
caseworker can simply add numbers to their list by typing a name,
simple description and the telephone number. There is no save button;
the number is saved when the window is closed.

A caseworker can look at frequently used numbers entered by another
caseworker by using the pull down list at the top of the window to select
another caseworker’s name.
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Numbers are deleted by clicking in either the name, description or
number box and clicking the delete button. A pop up window will ask you
to confirm deletion.

Publications

ReDIAL has a list of publications for people with Disabilities, together
with contact details for the organisation that produced the publication.
The list of publications is viewed via a screen with identical layout to the
organisation screen so the user should refer to section 4.6 Organisations
for detailed instructions on how to search the list of publications.

Comm. Decisions — Commissioners Decisions

There is a list of commissioners decisions relevant to people with
disabilities in ReDIAL. Searching of the list of Commissioners decisions
is rather more constrained than searching Organisations or Publications;
only the initial letter can be used to search Commissioners Decisions.
Use the mouse to click on the button to the left of the decision to display
the full text of the decision.

Standard Phrases

Standard phrases are used when writing letters to a client or on behalf of
a client. The standard phrase window enables a caseworker to add,
amend or delete a standard phrase. As these phrases are standard
across all caseworkers care should be taken to ensure that they are
applicable to all or most caseworkers in the office rather than specific to
a single worker.

Care should also be taken when deleting a standard phrase as your
unused phrase that you wish to delete may be another caseworker’s
favourite! It is good practise to assign each standard phrase a super cat
or a sub cat to make it easier to search for the phrase later.

Benefits

This menu item enables caseworker to view benefit rates and
Administrators to view and amend benefit rates. Any changes made
here by Administrators will affect all financial gain calculations
performed across the system. It is essential that when benefit rates
change, an end date is inserted for the existing benefit rate and a new
rate entered together with a start date. There is a benefit rate editor
menu under the administrator’s range of menus, described in section 8.4
Benefits Editor and ReDIAL administrators may use either menu to
change benefit rates.
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Post log

ReDIAL will log any client letters created using the ReDIAL letter function
on the Case screen if the Caseworker clicks the ‘Add to Post Log’ button
on the letters screen. The Post Log function enables a caseworker or
admin assistant to add letters created outside ReDIAL to the electronic
post log maintained by ReDIAL. The fields to be completed are:

In/Out Pull down the list to specify whether
the letter is outgoing from the office
or a letter incoming to the office

Date is completed automatically by
ReDIAL
Internal This field is the name of the person

in the office who is either:
The person in the office
sending an outgoing letter or
The person in the office who is
the addressee on an incoming
letter.

Is either:
the name of the addressee on
an outgoing letter or
the signatory on an incoming
letter

External

Cost Is the standard charge for a letter for
an organisation which charges
directly for time and expenses.

Description | An item from the pull down list can
be selected to describe the letter or
an alternative may be typed in the
field.

4.8 Admin

The Admin menu contains all the sub menus necessary to configure
ReDIAL for the office and service being provided. It enables the
configuration of the contents of all the pull down lists, including local
area, city and county. Because so much of the system can be configured
from this menu it is recommended that this menu is only made visible to
a few people who are designated to be ReDIAL administrators. These
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people should be trained in the administration of ReDIAL, in addition to
the training necessary to undertake casework. Administration and
configuration of ReDIAL is described in detail in section 5 CASE
Recording

4.9 Window

The window menu gives the user the ability to change the way the
various ReDIAL windows are displayed on the screen.

Tile When multiple windows are displayed, they

Horizontally | appear one above the other, with a horizontal
split.

Tile When multiple windows are displayed they

Vertically appear side by side on the screen with a
vertical split between them

Cascade When multiple windows are displayed they
overlap each other, a mouse click must be
made in the window that the user wants to be
on top.

Arrange Has no function within ReDIAL.
Ilcons

The window menu also has 2 further options:

Hide
Unhide
The unhide option results in the pop up screen
hird o

Relial3t : Database

Ik, Cancel

If ReDIAL36: Database is selected, followed by OK then all the Microsoft
Access tables become visible to the user. The user can then view or edit
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any item in the ReDIAL underlying database. It is recommended
therefore that access to the Window menu is restricted to ReDIAL
administrators.

Even administrators will not need to unhide the database and make
changes under normal circumstances. This feature can be helpful in
diagnosing problems with the database should any arise.

When an administrator has completed any modifications to the database,
all the tables can be hidden from the user by selecting window—hide
from the menu.
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5 CASE Recording

Case recording in ReDIAL is done through the Clients/Enquiries screen.
This screen is not available directly from any of the menus, it can be
accessed by selecting either the ‘New Call’ menu or the ‘Clients’ menu.

5.1 Searching the Client Database

To search the client database, select the ‘New Call’ menu, ReDIAL will
display the ‘Check Clients’ screen. Enter the surname of the caller, or
part of their address or ‘phone number into the ‘Check Clients’ screen
followed by clicking the ‘Show List’ button. The ReDIAL client database
is searched and only if none of the records found match the caller should
the caseworker create a new client.

When entering a name or part of a client address or phone number,
ReDIAL will search for any part of the client surname, address or phone
number. For example if a caseworker was unsure of the spelling of a
client surname which might be Shaw or Shore, they could enter ‘sh’ as
the surname. ReDIAL would find all clients with ‘sh’ in their name and
would include clients such as ‘Ashby’ or ‘Marsh’ where the ‘sh’ occurs in
the middle of the name.

B Check Clients . x|
Surname: Forename:  Addreszl: Postcode: Telephonel:
sh

Show List I Anonymous Call | LCloze |

Should ReDIAL find a number of clients that match the details entered it
will display the ‘Client List’ window.

EEl Client List x|

Show Chents Only: =

Type Surname Forenamez Addressl Postcode Telephonel
_I Client John 1 Farrierz Close
_I Client Smithers Jokin 1 Thoroughfare IP121EP | 01354 385420

Close | EI

Record: I4| 1 || 1 |>I |H9| of Z (Filtered)

The caseworker should click the =l button next to the client they believe
the be the one they are about to deal with and the ‘Client/Cases’ screen
will be displayed with the client’s full details and their previous cases and
enquiries displayed for the caseworker to view. If none of the clients
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listed match the details of the client to whom the caseworker is speaking
the caseworker should simply click the close button on the ‘Client List’
screen. The ‘Check Clients’ window will now have an additional button
‘New’ shown in Figure 5-1 New Client button.

5.2 Creating a New Client

Once a caseworker has searched for a client and found that there is no
client of that name and address on ReDIAL, a new client record should
be created by clicking on the ‘New’ button

& Check Clients x|
Surname: Forename: Addressl: Poztcode: Telephonel:
sh

Showlisti]  New | Anongmous Call |  Close |

Figure 5-1 New Client button

ReDIAL will display the client/cases screen with all the client details
blank.The Caseworker can then insert the client’s name, address etc by
clicking in each white box in turn and entering the required information.

- 3Ol =l
umber] Due Date: 15/12/2003 Complete [] Date Save | Cancell

Methad: Telephane - | Attn. of: Shaw, Simon | Entered by: Shaw, Simon =

Resp. Level Unspecified ;l Call Start: 15/12/2003 15:50 Endl
E ngquiry: Agreed Client Actions:

3

'-I-’ Agreed Internal Actions:

3 Client/Cases -
Titl
Fal

Gender y;
Urspecil = || Unspec:
DoB: I arital 5t.:

I T [

AgeGrp: Ml Murmber

e — T TN
Motes: m

Record: 14 4

Recard: 14] 4 | PR TN = T

Person 1D: 24875
Record: Iil 4 || 3871 ¢ |H |>*| of 3871

Client Details I Browse lQInse

Figure 5-2 Blank Client - Cases Screen

The TAB key can be used to move forward through the white boxes and
SHIFT+TAB to move in the reverse direction through the boxes. Colours
are used to differentiate the different types of information displayed on
the screen, the purple area contains all the unchanging information about
a client. Information is entered into the fields using the mouse, or the
TAB key to move between fields.
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7Y The Type field should be set to client. This is the case even if the
caller is a friend or relative of the client. If this field is set to any other
value then the name may not show during searches of the client
database.

Contact may be used for a professional involved in case, for example a
social worker involved in a case.

The first two lines of the address field are available
for house name and street, no checks are performed on these
fields.

Area, Town and County are checked by ReDIAL against the names
already in the database. If a caseworker types a name that is not
already in the database then it offers the caseworker the option of adding
the name to the database. The caseworker should double check their
spelling of the Area, Town or County as it may be that the name has
merely been miss-spelt.

TIP: Once ReDIAL has been configured for use in a particular area
it maintains an association between Area and the remainder of the
postal address. If the Area is selected from the pull down list,
ReDIAL will automatically complete the Town and County fields.

ple):=]: Entering a date of birth is preferable to entering a client’'s age
group as ReDIAL will recalculate the client’s age every time their record
is accessed. If their age group is entered then this may be misleading
should a client contact an office after a gap of some years. Dates of birth
must be entered using 4 digits for the year as in 23/09/1955. If a two
digit number were entered for the year, say 55 then ReDIAL would not
accept this as a valid year and give the caseworker an error message,
shown below

Redial Yersion 3.6s Logged in as:Shaw, Simon b

@ The value you entered isn't appropriate For the input mask "99/23/0000;0; " specified For this Field,

Help |

Client Details

A click on the ‘Client details’ button gives access to further details about
the client.

EIEIIE This field enables a caseworker to select a status for the client
from a list defined by the ReDIAL administrator. This field may be used
in the people menu to find clients with a specific status
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— This field enables the caseworker to allocate the client to
one or more categories. Once again the people menu can be used to
search for clients in each of the categories. These categories are not
used for display in the analysis screens at present.

In addition to the fields there are buttons that may be used by the
caseworker.

This button does what it says and deletes a client from ReDIAL.
ReDIAL asked the caseworker to confirm that the client is to be deleted,
but once the user clicks ‘Yes’, that client and all their case records are
deleted from ReDIAL. It will only be possible to regain access to the
client records by restoring a backup of the ReDIAL data store. Even
then the deleted client records must be retyped as other client records
may have been added to ReDIAL before the erroneous deletion was
found.

— ReDIAL will display the people search window that enables
the caseworker to search for clients by status or category.

— ReDIAL will display a screen that will enable the caseworker to
undertake more sophisticated searches so that clients with entries in two
or more categories can be found. This functionality is not yet
implemented in ReDIAL 3.6s

— The Find button enables a caseworker to find a client by
surname. It repeats a part of the function available from the ‘New Call’
menu; the ‘New Call’ menu is the preferred way of finding clients in the
database.

— The ‘New’ button enables a caseworker to create a new client
from this screen. The client’'s name and address are entered on the
Client details screen rather than on the ‘Client/Enquiry’ screen.
Information is entered in exactly the same way and the same comments
and tips on how best to enter DoB and Area, Town and county apply to
this screen.

— the ‘Print’ button will print a copy of the client details to the
Windows default printer. No case or Enquiry details are printed from this
button.

— The close button will cause ReDIAL to save the information
that has been entered before closing the window.

The Browse’ button enables the caseworker to browse through the
clients one by one, using the arrow buttons at the bottom of the purple
part of the window.
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TIP: Once the number of clients has grown above a few tens, this is
a very laborious way of finding a client and it is recommended that
the ‘New Call’ menu is used to find clients by searching for a specific
part of their details.

5.3 Creating Cases — ‘The Green Screen’

Each client in ReDIAL may have any number of cases, each case
represents a major area of advice to the client. Each time a client
contacts the bureau, a new enquiry is created against the case. After
some number of enquiries from a client, their records may be structured
as shown below:

—1 Enquiry 1
Case 1
— Enquiry 2
Client
—1 Enquiry 1
Case 2 — Enquiry 2
— Enquiry 3

The Case is defined mainly by the category that the caseworker assigns
to it in the green area of the screen.

5.3.1 Case Level Details
A caseworker may record the following information about a case:

OEEEREVE] — The case level describes the type of information or advice
that is being given to the client. The descriptions may be configured by
the ReDIAL administrator, but when shipped initially the descriptions
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range from ‘provision of information’ through ‘provision of advice’ to
‘formal representation’. In general, the case level may well change
during the period over which advice is offered to a client. For example, a
case which starts as provision of advice regarding benefits that the client
may claim may well end as a case involving formal representation if the
client is represented at a Benefit Tribunal. Enquiries also carry a field
called ‘response level’, with the contents chosen from the same list as is
used to choose the case level. The case Level will tend to be the same
as the most demanding level of advice that has been provided to the
client

WEIZES- The worker field is automatically set by ReDIAL to be the login
name of the caseworker who is setting up the Case. The Case may be
being set up by an admin assistant in which case a caseworker can be
chosen from the pull down list that will contain all workers authorised to
use the system.

— The Category of the case is selected from the pull down list.
ltems on the list are configured by the ReDIAL administrator to suit the
requirements of the advice service. When shipped ReDIAL contains a
list of categories suitable for a Disability Advice Service.

el The start of the case is set automatically by ReDIAL to be the
date that the case is being entered.

— The Review date is a reminder to the caseworker that a
key date for the case is approaching. It can be set by the caseworker to
any date in the future, for example a few days before the date when
appeal papers must be lodged.
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5.3.2 Case Level Buttons

At the Case level there are several buttons that enable the caseworker to
perform many functions. The first 5 buttons whose function will be
described are:

Delete

1 Letters

— The move button enables a case belonging to one client to be
moved to another client or person. There are two situations where this
button may be used:

1. When a case has been initiated against the name and address of a
friend or relative. Subsequently the client mainly involved becomes
known to the bureau and the case needs to be moved to their own
name and address.

2. If a client has been accidentally duplicated in ReDIAL. This has
happened when a caseworker has searched for a client with a similar
sounding name but different spelling, not found the client and entered
a new client with the differently spelt name. In this situation, the case
on the client with the incorrectly spelt name can be moved to the
correct client.

In the first of these 2 situations, the client details could simple be
amended to the new details; however, if the friend or relative was already
being advised by the bureau in their own right this would not work as
intended as all their cases and enquiries would also be associated with
the new name.

The delete button will cause ReDIAL to delete the current case, and all
the enquiries associated with it. Once deleted, the only way of
recovering the information in the case is to retrieve a backup copy of
ReDIAL, find the client and case that has been deleted then re-enter the
case into the live database. This will be very laborious for a substantial
case.

New

It is the new button that creates a new case. Users should be aware that
although they may change the case details, such as the case level or
category, this will only change the details of the existing case. In order to
create a new case the ‘new’ button must be depressed first, this will
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create a new case with the enquiry area blank green. The case level
and category should be entered and the save button pressed, only then
will a grey enquiry screen be displayed.

Letters

The letters button will cause ReDIAL to open the letter writing window.
The caseworker will be able to select standard letters or phrases, add
them to a letter and add additional text to the letter. The letter can be
easily addressed to the client or to an organisation from the organisation
database, described in section 5.4. The number of letters written is
shown on the letters button.

Print

The print button will cause ReDIAL to print the case and all the
associated enquiries on the default windows printer. Should a paper
record be required of all enquiries then the caseworker will need to select
each case using the arrows at the bottom of the green part of the
client/enquiry window, then click the print button for each case in turn.

5.3.3 Enquiry Button

In most cases when a client and case is selected, the grey enquiry
screen appears automatically. If not, a click on the ‘Enquiry’ button at
the top of the Case window will cause the enquiry screen to appear. The
enquiry part of the Client/Enquiry window is the area where all contacts
with the client are recorded. Once a case has been created for a client
in the green area of the window then a caseworker can start to enter the
details of the enquiry in the grey area of the window. The enquiry area
has been sub-divided into four parts to help a caseworker structure their
case records. The four main parts of the window are:

Enquiry

Response

Agreed Client Actions
Agreed Internal Actions

A single left click with the mouse in any of the four windows will activate
that window. Scroll bars will appear and a caseworker can then enter
information into the box.

When there have been multiple enquiries regarding a case, each enquiry
can be viewed by clicking on an arrow below the grey enquiry screen.
The most recent enquiry will always be number 1. For more details on
navigation see Figure 4-1 Case and Enquiry Navigation.
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Enquiry

This area enables a caseworker to type what the client has asked abouit.
There is no limit to the amount of text that can be typed into this window.
If there is a lot of medical or other history associated with the case, this
should be entered in the Notes field for the case. The notes field is
displayed by a single click on the ‘Notes’ button, next to the ‘Enquiry’
button, see Section 5.3.5

Response

The response area is intended as the area where a caseworker will
record what they advised the client in response to the enquiry. Once
again there is no limit to the amount of text that can be entered, scroll
bars will appear when necessary.

Agreed client actions.

In this area the caseworker should enter any actions that the client has
agreed to undertake, for example to visit their GP.

Agreed Internal Actions

It is here that the caseworker should enter any actions that are to be
undertaken by the bureau; for example to telephone the DWP on the
client’s behalf.

The quality of case recording will be dependent on the clarity of the
entries in these four areas. Entries should be specific and unambiguous.

Of course a client may wish to discuss more than one case during a
phone call or office visit. ReDIAL relies on the caseworker to split up the
conversation into those parts that relate to each different case and to
enter them in the enquiry screen associated with the appropriate case.
While this may be difficult in the initial stages of advising a client, later
this approach has advantages as the case records will have a lot more
structure. Some cases may become inactive while others remain active
and the caseworker will then be in a position to browse through those
enquiries in the active cases to get a view of the client’s situation.

5.3.4 Other Enquiry Fields

In addition to the four main text windows that have been described there
are several other fields that should be completed by the caseworker
before an enquiry is saved.

Due Date: This is the date that any actions that result from the enquiry
are due for completion. ReDIAL inserts the date of the enquiry in this
field, but it should be changed where the enquiry results in an action that
will require some time to complete. Where it is crucial that an action has
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to be completed prior to a deadline, also enter a date before the deadline
as a review date in the green area of the screen.

Method Select the method used by the client to make contact with the
your organisation from the pull down list Enquiry Response Level. Select
the response level for the enquiry from the pull down list. A complex
case that might involve formal representation may nevertheless have
enquiries that are merely ‘provision of information’. This might be the
case when a client rings to find out whether forms have been received,
or whether a date has been fixed for an appeal.

Enquiry Complete & Date An enquiry is marked as complete when all
actions have been completed. In order that there is an independent
check of advice given, some organisations have a policy that a
caseworker would not mark their own case as complete; that would be
done by another caseworker or by the manager or their deputy.

Attn of The caseworker who takes a call from a client may not be the
worker who has been undertaking the casework. The caseworker who
takes the call should use the pull down list to select the caseworker who
is dealing with the case, or who can deal with the specific enquiry.

Entered by The field is to record the caseworker who took the call and
is set to the current user. On the assumption that all caseworkers have
their own usernames and do not log on as other caseworkers, this field
should not be changed, so that in the event of confusion regarding an
enquiry, the name of the caseworker who took the call can be seen.

Call Start & End The call start time is set by ReDIAL to the time that the
enquiry was created. The button will, when clicked with the mouse,
cause ReDIAL to record the time that the call ended. This function will
enable an organisation that charges for caseworker time to calculate the
time spent on an enquiry.

5.3.5 Notes

The Notes button opens a large window where a caseworker may insert
a history of the clients problems or conditions. In many cases, initial
contact with a client will result in a lengthy history that would be
inappropriate to insert in an enquiry. Where there is a single case for a
client, there will be a single notes button. Where a client has several
cases, the client history will probably relate to more than one case.
Rather than entering or copying the client history between cases the
caseworker can enter the client history once. In the notes field on the
other cases the caseworker could enter

‘see notes field for case 1’
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In addition to adding text to the main window, there are 4 buttons
available to the caseworker:

Add Comm. Decision
Add Contact

Add Publication

Add Organisation

Each of these buttons is designed to enable the caseworker to search
through the other listings in ReDIAL to find people or organisations who
have skills to assist with the handling of this particular case.

In all four cases, a left mouse click on the button will cause ReDIAL to
display a window similar to the organisation search window. Once a
particular person or organisation has been found, the caseworker should
left mouse click on the ‘select’ button and the details will be associated
with the client’s case records.

5.3.6 Contacts

Where contact has been made with a worker from another agency who
has specific skills to assist with the client, their contact details can be
entered using the ‘Contacts’ window. The function performed by the
‘Contact’ button is identical to that provided by clicking ‘Notes’ and then
‘Add Contact’.

5.3.7 Cases

The ‘cases’ button will reveal a window that will enable a Caseworker to
select another related case with some attributes the same as the current
case. There are 3 buttons that may be used to help select the related
case; they are:

Staff — enables the caseworker to select a case with the same
caseworker as the current case

Category — enables the caseworker to select a case with the same case
category

Response Level - enables the caseworker to select a case with the
same response level.

The purpose of this function is to help a caseworker identify a case with
similar characteristics so that, by browsing the other similar case, hints
may be obtained as to how best to deal with the current case.

5.3.8 Tasks

The tasks button allows a caseworker to enter the time spent working on
a case when they are not dealing with an enquiry. For an agency that
charges for the time spent on a case, such as those with a CLS
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franchise, this field will enable the time spent overall to be calculated by
ReDIAL.

The Caseworker should select the type of activity from the pull down list
and the time spent from the adjacent pull down list.

5.3.9 Referral

Sometimes an organisation will receive a call from a client about a
service that they don’t offer. The ‘Referral’ button is used to record the
fact that the client has been referred or (more usually) signposted to
another organisation. There is a clear distinction made between ‘referral’
and ‘signposting’ by the Community Legal Service which may be
applicable to your organisation.

Referral occurs when some client case records are passed, with the
clients agreement, to another agency so that the other agency can more
effectively deal with the client.

Signposting occurs when the client is told of a suitable agency that can
handle their problem and is given the address or phone number of the
appropriate agency.

Once a client has been referred or signposted to another agency, there
are five fields with pull down lists to record:

Type of referral | referral or signposting

Referred by The caseworker who made the referral
Reason why it was necessary to refer the client.
Decision whether the other agency was prepared to accept

the client. Of course referrals should not be made
to an organisation that cannot accept the client.

Decision date If the agency to which the client is to be referred
cannot make an immediate decision, the
caseworker should endeavour to establish when a
decision on acceptance will be made and enter it
here.

Referred to enables the caseworker to select the agency the
client was referred to from the organisation
database. If the organisation was not in the
database then it may be entered in the comments
field along with any other relevant information
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After the referral or signposting has been made, both the client and the
agency should be followed up after a suitable interval to make sure that
the client is receiving suitable advice. There are two tick boxes that the
caseworker can use to indicate that they have followed up either the
client, the other agency or both.

5.3.10 Benefits

The ‘Benefits’ button does not provide access to a benefits calculation
program, it enables a caseworker to record financial gain for a client. If,
after advice from a caseworker, additional benefit is paid to the client,
this window enables the value of the additional benefit to be recorded;
this is known as financial gain.

The value of additional benefit is important, especially to some local
authorities who fund advice services, as the additional benefit represents
additional income into the local authority area. The analysis function
contains the capability to aggregate the financial gain by area and by
Postcode.

Following a left mouse click on the ‘Benefits’ button, a caseworker will
click on the ‘Add Benefits’ button. A list of benefits will be displayed and
the caseworker can select one or more benefits that have been obtained
for the client using the tick box next to the benefit titles. Once benefits
have been selected, the caseworker should click ‘OK’ and the benefits
selection screen will disappear, leaving the selected benefit with its
annual value visible.

Benefit ClaimDate  Duration in weeks Aiward D ate: Claim ¥alue:

Hon-means-tested Bereavement allowance standard rate claimant

[ MI 1941142003 5 £3.926.00

Often benefits are backdated, in this case the duration in weeks can be
changed to indicate that the gain in the current year will be increased by
the appropriate number of weeks.

A benefit award date should be entered by the caseworker as it is the
award date that will be used by ReDIAL to calculate overall benefits
increase in a particular year.

Should a benefit have been selected in error, the delete symbol x| can
be used to delete the benefit from the case record.

5.3.11 Review

It is good practice for all cases to be reviewed by a different caseworker,
senior caseworker or manager. The ‘review’ button enables the reviewer
to make comments regarding a case and the advice given by the
caseworker.
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There is a pull down list that simply enables the reviewer to indicate
whether the case has been dealt with in a satisfactory manner. In
addition the reviewer can add text in the ‘notes’ field to indicate either
areas that have been handled well by the caseworker or areas where
more work is needed on the case. Some agencies use the reviewer to
mark the ‘complete’ tick box on the enquiry record once the reviewer is
happy that the client has been advised correctly.

5.3.12 CLS

The ‘CLS’ button gives the reviewer a more formal checklist of all the
items that should have been dealt with and forms that should have been
completed by the caseworker. The checklist can be configured by a
ReDIAL administrator to reflect the procedures in use within a particular
agency. Agencies seeking a CLS franchise will be expected to maintain
a checklist and to see that it is completed before a case is closed.

5.4 Case Letters

The letters button can be used to write letters to a client or to an
organisation on behalf of the client. By writing letters within ReDIAL the
correspondence is maintained with the other client records and a
separate filing system either computer or paper based does not have to
be maintained. Letters are associated with a case, so a client may have
2 letters written on their behalf associated with a case on benefits:DLA,
they may also have letters associated with another case, say on
transport. When the Client/Enquiry screen is opened for a client, if
letters have been written regarding a case, then the letters button which
normally will have the caption ‘O Letters’ will change to indicate the
number of letters written and saved.

“ekte | Now |
Eilzeeal v

Figure 5-3 Letter button showing 1 letter written

5.4.1 Creating a Letter

A caseworker can create a letter associated with a case by selecting the
‘0 Letters’ button. ReDIAL will then display the Case Letter window
shown below.
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B3 Case letters 10| x|

Letter Date [12/01/2004 |I0:[  10)CaseiD: [ 6| [Add text to letter — [Letter
Addrezsee Standard Phrases | Print I Hew I
Mame || | -
— Comm. Decizsion | Delete I
Organisation: | Unspecified - Da nat delete | —
Address: "iClient I Authorisation Add to Post Log |
¢ 0rganization '
(Z)Contact Regarding: Use Client Details? [ Cloze
{3ou Enter
Dear: | |

Recard: I4| 1 || 1k |PI |H9| of 1 (Filtered)

The functions available from this window are:

5.4.2 Addressee
The addressee can be selected to be:

Client — in which case the client’s address is copied directly into the
Address box

Organisation — An organisation needs to be selected from the pull down
list of organisations. Then the organisation button will not be greyed out
and can be selected. When selected the organisation’s address will be
copied into the address box

TIP: As this is the complete list of organisations it is pretty long to
scroll down. So long as the first part of the organisation’s title is
known, select the text ‘unspecified do not delete’ and just start
typing into the organisation pull down list box. ReDIAL will
automatically move down to the part of the list where organisations
begin with the letters typed. Try typing ‘age’. The scroll bars can be
used to select exactly which organisation is required.

Contact — Selecting the contact button will cause ReDIAL to display the
search window that will enable a contact to be selected and their address
copied into the address box.

You Enter — where none of the above are appropriate you can select
this button and just type the desired name and address into the address
box.
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5.4.3 Regarding

The regarding box can be used either to type text that will appear in the
letter as RE then the text you typed. If the letter is addressed to a third
party regarding your client, then tick the ‘use client details?’ box and the
client details will be inserted.

5.4.4 Adding Text to a letter
Standard Phrases

The main body of the letter can be typed in the large box. Alternatively
standard phrases and standard letters may be selected by clicking on the
‘Standard Phrases’ button, selecting an appropriate letter or phrase use
the search capabilities, then click on the ‘select’ button next to the letter
or phrase or letter that you wish to insert.

Once the phrase or letter is inserted it can be edited or text added where
necessary.

Commissioner’s Decision

Should it be necessary to refer to a specific commissioners decision, the
text of the decision can be added by clicking on the ‘Comm. decision’
button. As before the extra text can be added using keyboard and
mouse in the normal way.

Authorisation Letter

Under the ‘Comm. Decision’ button is a tick box labelled ‘Authorisation’.
If a tick is placed in this box, then the text of a standard authorisation
letter is inserted into the body of the letter. The standard letter that is
inserted into the body of the letter is defined by the ReDIAL administrator
using the admin — configuration menu described in paragraph 8.6.1
System Configuration. The details of the authoriser should be added to
the bottom of the letter.

Salutation — A salutation is added automatically by ReDIAL. It is of the
form:

Yours Sincerely
‘Your user name’
‘your role’

A Caseworker who’s name is Simon Jones and who is a Welfare Rights
Officer would see that letters created by him would finish:

Yours Sincerely
Simon Jones
Welfare Rights Officer
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The salutation only appears in the print preview window and can’t be
changed for a specific letter.

5.4.5 Printing

A letter is printed by clicking on the ‘Print’ button. ReDIAL presents the
user with a preview window so that final checks can be made on the
layout of the letter before it is printed. Margins can be changed by using
the file — print menu rather than clicking on the print icon. Be careful not
to disturb the top margin as this will have been set by the ReDIAL
administrator to ensure that the addressee text will be printed below the
heading on headed paper and also be visible through the address
window on an envelope.

5.4.6 Add to Post Log

Once a letter has been checked and printed, the user or caseworker may
choose to add the letter to a post log maintained by ReDIAL. An agency
can decide whether to use this feature or not. If it is used, ReDIAL will
present the user with this screen

In/Out Date Internal Extemal Cost 'D.est:'ri;.iliun

Dutgoing =] 14/11/2003 Andy Haris =] John Smith = £0.00 lrvoice =
F| Incoming =] 14#11/2003 Fred Smith =] Siman Jored = E0.00 Mewsletter hd |
Dutgoing =] 20/11/2003 John Smithers 7| User Default = £0.00 Caze Letter =
#*|  Outgoing x| 2041142003 B =] #0.00 |

The fields are:
In/Out — whether the letter is incoming to the office or outgoing

Date - The date of the letter. For outgoing letters this will be the date on
the letter, usually the current date. For incoming letters this will be the
date on the letter.

Internal — the caseworker within the agency who is either the recipient of
an incoming letter or the signatory of an out going letter.

External — The person external to the agency who is either the recipient
of an outgoing letter or the signatory on an incoming letter

Cost — If the agency charges for handling letters, the cost can be
entered here. The cost entered here will be added to other costs
associated with the case using the ‘Tasks’ button on the Client/Enquiry
screen.

5.4.7 New

Where more than one letter is to be created for a case then the ‘new’
button will automatically save the letter just written and present the
caseworker with a new blank letter to complete.
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5.4.8 Delete

The delete button will cause ReDIAL to ask the caseworker to confirm
that they wish to delete the letter. Once deletion is confirmed, the letter
is deleted irrevocably; the only way of retrieving a deleted letter is from a
backup file. It is recommended that all letters written on behalf of a client
using ReDIAL are saved and stored within ReDIAL.

5.4.9 Close

The close button will automatically save any letters written to the ReDIAL
database before closing the window.
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6 Organisation Database

6.1 Contents

The organisation database delivered as a part of ReDIAL is particularly
relevant to those agencies that deal with clients who have disabilities.
Organisations can be added to the database or deleted if they are not
considered relevant to the casework undertaken by the agency.

Because organisations may be added or deleted, the organisation
database may be tailored for agencies working in a variety of different
fields.

6.2 Searching

When a caseworker clicks on the ‘Organisations’ menu ReDIAL displays
the following screen:

B9 Find Organisations

Type Starts withfg ;I Area EU ;I Saved Finds: -
Super Cat: City/Town Interest Gip: [Show ol |
LI Any B County No Date Filter B3 [[TIFZEITE]

MHew | Mailing Lahelsl Eull Ligting I ™ Active Lists Cloze I ;I
Recard: H| ol || 1 F |b| |>*| of 3728

No organisations are displayed! However, organisations will be
displayed when any change is made to the search criteria, or if the ‘Show
All' button at the top right of the window is selected. In the next few
paragraphs techniques will be described to help a caseworker search the
database for organisations relevant to the client. All of the search
techniques can be combined to restrict the number of organisations
displayed. For example, if the initial letter of the organisation is known,
this can be specified with the ‘Starts with’ list. This may be combined
with the County field to display only organisations in that County. Try
‘Starts with’ D then select County to be West Yorkshire or Suffolk.
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Once an organisation of interest has been located the caseworker should
click on the ==l button to the left of the organisation name to expand the
organisation’s details.

Starts with

Perhaps the simplest search; the caseworker can use the pull down list
to select the first letter of the title of the organisation. This is very
effective for well known organisations such as ‘Age Concern’

Type

This pull down list can be used to search through other types of
information held by ReDIAL. For example, this field can be set to
‘people’ and the client database searched in exactly the same way as the
organisation database.

Field Reset

If a field has been used to specify a letter, area, super cat or cat, it may
be reset by putting the mouse pointer in the field and double clicking the
left mouse button. All the fields may be reset using the reset button at
the top right of the window.

Show all

If a caseworker did wish to see and alphabetical listing of all
organisations, then expand the window to full screen using the symbol
at the top right corner of the window. A ‘Show AIl' button becomes
visible, click this and all organisations are displayed in alphabetical order.

Area, City/Town and County

If a part of the address of an organisation is known, but little else, then
pull down the list of Area, City/town or County. Only organisations in the
location specified will be displayed.

The City/Town and County field are particularly useful ways of reducing
the amount of information displayed. For example, the database
contains contact details for many shopmobility schemes whereas a client
probably only wishes to know of those in the surrounding area. Enter the
appropriate County and only schemes in that county will be displayed.

Super Cat and Sub Cat

When an organisation is entered into ReDIAL it can be allocated a super
category and sub category to indicate the areas of interest where the
organisation provides services. The Super Categories and Sub
Categories are the same as those used for recording the category of a
Case, and may be changed by the administrator dependent on the type
of advice work being offered.
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Interest group

Similarly to the Super Cat and Sub Cat an organisation may be assigned
to an interest group. The names of the interest groups may be
configured by the administrator, dependent on the characteristics of the
clients that you advise.

Saved Finds

Should a caseworker be asked many times for information in a specific
category or a specific area, or a combination of the two, they can use the
‘Save’ button to save that combination of selections. Subsequently,
when the same caseworker clicks on the organisation menu, they will be
able to pull down the list of saved finds and the field will be set to the
previously saved values.

Find Organisation

The find button allows the case worker to search for a specific word or
words either in the title of the organisation or in both title and description.
On clicking the find button with the mouse Figure 6-1 is displayed.

TIP: unless the exact title of the organisation is known it is often
more effective to pull down the ‘Match:’ List and select ‘any part of
field’. 1f a match is not found, try changing ‘Look in’ to ‘Find
organisation’ as this will search the description as well as the title
field.

If the exact title of any organisation or its spelling isn't known then a
caseworker can enter a few characters and ReDIAL will find any
organisation with those few characters in the Title. So, for example an
entry of Dia in the ‘Find What:" box will find all organisations with DIAL in
their title

Find and Replace ; ﬂil
Find |
Find what: || =l Endrext
Cancel
Look In: ITit|E j
Match: | wihole Field | Mare >3 |

Figure 6-1
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The find button also works in conjunction with any of the other filters, if
the County has been set to Suffolk, then the find button is used, only
organisations in Suffolk that match the ‘Find What: text will be
displayed.

No Date Filter

This pull down list is designed primarily for ReDIAL administrators as one
of the options is ‘last updated before’. This option can be used to select
organisations whose information has been in the database and who
should be written to the check that the information in ReDIAL is still
accurate. A more complete description of how this may be undertaken
will be found in the Updating Organisation Details section of this guide.

Active Lists

The ‘active lists’ tick box at the bottom of the window should be ticked if
the user prefers the pull down lists to be displayed if the mouse is merely
hovered over the list instead of being clicked.

6.3 Adding Organisations

A new organisation can be added to the database by a left mouse click
on the ‘new’ button at the bottom of the organisation screen. ReDIAL
presents the user with the screen shown below. Information about the
organisation should be entered into the different areas of the window as
described:

Title - The title of the organisation should be entered in the yellow pane
at the top left of the window.

Interest group — The pull down list should be used to enter the Interest
group that the organisation serves. The interest groups that are
available can be configured by the ReDIAL administrator.

Categories — The list of categories is the same as that used in the
client/enquiry screen to describe the category of a case. More than one
category can be selected if this is appropriate.

Address — The address can be completed in the same way as on the
client/enquiry screen. The pull down lists can be used to reduce the
possibility of spelling mistakes and to associate the correct Town and
County with a local area.
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I
[l 5 Organisation -
1 ey = E3_m

Interest Group
Parent Drganisationll ;l
Contact: Address: Ernail:
wheb Site:
Tell: Editor: Diefaul, User = |
Telz: Area ;l Drate entered: 19 Movvernber 2003
Fan Towr: ;l Last update: 19 Novernber 2003
() National Opening Times [0 | County: e Saurce:
=) Local Select for Frint (] PostCode:

Details: ﬂ

-

Cancel Search Filter I Find . Save m
i Record: 14 4 || artz b | e |e#] of 3712

National/local — This button should be set to the appropriate value.

Opening Times — This button will pop up a window with the opening
times displayed. The pull down list is used to specify the day or part day
that the organisation is open. The times can be edited if necessary to
show actual opening hours.

Details — This box has space for any further information that you wish to
enter against the organisation that may help a caseworker.

Save — Once all details for the organisation have been entered the ‘save’
button will commit the organisation to the database.

6.4 Updating Organisation Details

At intervals it will be necessary to write to each organisation to confirm
that their contact details are still accurate and also that the organisation
is happy to remain on the agency’s database. It is common to write to
each organisation every year. The date filter can be used to select
organisations with a ‘last updated before’ date set to an appropriate
value. The TAB key should be used to move on from the field; ReDIAL
will then select all those organisations which were last updated before
the date set.

Address Labels

Once all the relevant organisations have been selected ReDIAL enables
the user to print address labels addressed to all selected organisations.
In order to print address labels the user should select the button ‘Mailing
Labels’ at the bottom of the window. A print preview window is displayed
for the user to check before using either the print icon or the file—print
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menu to print the labels. The labels are printed in 2 columns, 8 labels
per column. The Avery Label code for these labels is L7162.

Organisation details

Of course it will be necessary to print the information held regarding the
organisation to enclose with a standard covering letter asking whether
the information held is still accurate. ReDIAL enables the information
held to be printed for all organisations selected. The user should click
the ‘Full Listing’ button and ReDIAL will display a print preview window.
The information shown in the print preview window should be printed
using the printer icon or by using the file—print menu.

6.4.1 Deleting Organisations

Organisations are deleted from the database by selecting the
organisation from the list, then select the ‘delete’ button. You will be
asked to confirm deletion as once an organisation has been deleted it
can only be recovered from a system backup file.
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7 People

The ‘people’ menu enables a caseworker to search through the client
database in much the same way as they can search through the
organisation database. In fact, had the caseworker entered the
organisation menu, then gone to the ‘type’ pull down list and selected
people’ that would have exactly the same effect as clicking on the
‘People’ menu.

The preferred way of searching the client database is via the ‘New Call’
menu. The ‘People’ menu is of use if a caseworker is trying to locate a
client or a clients with a specific benefit or condition as that might be
relevant to the current case they are considering. The most common
use for the ‘People’ menu is the selection of clients for deletion from
ReDIAL. The techniques for searching through the client database are
exactly the same as are used when searching though the organisation
database and the user should refer to section 6.2 for details.

7.1 Selecting Clients for Deletion

Most agencies will have a policy to ensure that clients who have not
been seen by the agency for a certain time interval will be deleted from
ReDIAL. The people menu can be used to select clients for deletion
using the date filter. The Date filter can be set to one of:

Last Updated on
Last Updated Before
Last Updated Since
Last Case on

Last Case Before
Last Case After
Born on

The last updated date is set to the date when a caseworker has
accessed any of the client’s details, even if a change has not been made
to the client details or either a case or enquiry.

The last case field is set to the start date of the last case opened on the
client. In many cases the last updated before selection will be used in
conjunction with an appropriate value to select clients whose records
have not been accessed for the appropriate interval so that they may be
deleted from ReDIAL.
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8 Configuration

All of the ReDIAL configuration functions are accessed from the Admin
menu. It is recommended that only a small number of designated
administrators are given access to this menu in the same way as only
system administrators are given the rights to change certain items on a
computer network. Many of the pull down lists can have their contents
altered from the Admin menu so that ReDIAL can be configured for a
range of advice services. In most cases the user interface that enables
an administrator to change the contents of a list is the same. The user
interface will be described once and all those functions that use the
interface listed.

8.1 Changing the contents of a pull down list

8.1.1 Changing an existing entry

If the administrator were to click on the ‘admin’ menu then on ‘people’
and ‘marital status’, the window displayed would be similar to this:

=10/ %]

[D: =
7
M arried 3
zeparated G
Single &
Unspecified 1
Widowed 4
* e

Delete | Close | EI

This window is a view on to a database table inside ReDIAL. A
description may be changed by a simple edit of the text, so for example,
divorced could be changed to ‘separated’. This would have the effect of
changing the contents of the pull down list for marital status but also it is
important to realise that all clients in the client database that were
previously described as divorced will now be described as separated.

All these lists will contain an ‘Unspecified’ item, with an ID of 1. This list
item cannot be removed or changed.
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8.1.2 Adding an Entry

If it were decided to add another description of separated in addition to
divorced, the cursor should be placed in the box adjacent to the *
character and the mouse clicked once. The * will change to an arrow.
Enter the desired text, say, ‘Separated’ then click on ‘Close’. The word
Separated will now be added to the pull down list for marital status on the
client screen, thus both divorced and separated will appear in the list.. It
is always possible to add entries to a drop down list at any time.

TIP: If you wish to add a new entry to an already open form, when
you return to that form, press F9 to refresh all the data on that form.
The new item should then be available in the appropriate drop down
field.

8.1.3 Deleting an Entry

Imagine that it was subsequently decided that, rather than have both
divorced and separated as descriptions of marital status, only separated
was required. An administrator might attempt to delete the entry for
divorced. This can be done by clicking the divorced box, see the arrow
appear in the box to the left, then click delete. ReDIAL will ask you to
confirm the deletion. This is where your problems start, if the database
contains clients with the status ‘divorced’, ReDIAL needs to know what
status to give them once ‘divorced’ is removed from it database. ReDIAL
does this by presenting the user with this window:

x

The MaritalStatus item ‘Tivorced vou are
* tying to delete hasz 1 records azzociated with
it ini the table Person.

“'ou need to reaszigh theze records to an
alternative value:

Eeassignl Shio Datal Cancel I

At present if the reassign button is selected all those clients with marital
status assigned to ‘divorced’ will be assigned to ‘unspecified’. In short,
think carefully about how you will use ReDIAL and configure all the drop
down lists before clients are entered on to the database.

This situation can occur in the address tables of Local Area and
City/Town if a caseworker misspells a location and of course uses the
location as part of the client address. In this case it is important that all
clients with the miss-spelt area or town are searched for and their details
noted before the miss-spelt area or town is deleted.
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8.1.4 Displaying an Entry

In addition to the single field, some tables have an additional tick box
labelled ‘show’. If there is a tick in this box, the corresponding item
appears in the pull down list; if there is no tick in this box the
corresponding item will not appear in the list when a caseworker pulls
down the list to make a selection.

8.1.5 Applicable Menus

The menus which may be amended using the procedure set out in
Section 8.1 are:

Menu Submenu

People Age, Ethnicity, Marital
Status, Job Titles, Status,
Person Types

Staff Role

Benefits Types, Groups, Sub
Groups, Criteria, Rate
Types

Other Contact Method,
Decisions, Interest
Groups, Referral
Reasons, Referral Types,
Response Levels, Review
Outcomes, Tasks.

8.2 Usernames & Passwords

Users may be added to ReDIAL via the Admin — Staff — Users menu.
ReDIAL displays the following screen to the administrator. The screen
enables:

new users to be added,

permissions allocated to the new user,

password set,

initial form set

active case limit set

an existing user to be prevented’ from using the system.
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REDIAL Users il
0. 9 Forenames  John ;
Details |
Smith

Surname

Fole: | Permizsions:
Internal Tel: : Redial User =] A
Telephane 1: __ | Draanisations |
Telephone 2 W ClientS ervices ;l
b ahile I People ;l
Fax 1] Window |
E mail I Library |
hlotes: | CalDesk |
People ;!
5 Jid]
Feset I EI
Mew Password: Toolbar leons:
Re-enter Pazswond: Text and Icnns_ﬂ
Change Password | Startup Farm:
Active Caze Limit 0  Enabled HewCal ||

Hew | Delete | Cloze I
Record; Hi*” 3 FiHIHElnfE-

8.2.1 Creating a New User

Click the New button to create a new user. The administrator will be
prompted to enter the user’s forenames, then surname. Once these are
entered, they will be stored in alphabetical order by surname with the
other users. Use the arrow buttons at the bottom of the window to select
the user whose name has just been entered. Once the name has been
located they can be allocated the following attributes:

Role — select from the roles that have been configured on the system.
Remember to configure roles before starting to enter users.

Telephone numbers, fax and email if required.

Password — Give all users a password. Remember all your client details
are available to view on ReDIAL. Enter the same password in each box,
then click ‘Change Password’. ReDIAL will ask you to confirm that you
want to change password. Passwords are not case sensitive in ReDIAL.

Active Case Limit — By allocating each user an active case limit the
manager of an agency will be able to see at a glance which caseworkers
are getting overloaded and which workers might have the time to take on
new cases. When the limit is reached caseworkers can still take on new
cases, the active case limit is for guide purposes only.
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Enabled — There is a tick box marked enabled. When a caseworker is
actively working for an agency this box should be ticked. Should a
worker leave the agency this box should be changed to blank, this will
stop the worker logging on to ReDIAL. A caseworker can not be deleted
from ReDIAL for the same reason that it is difficult to delete marital
status or any other information, ReDIAL would then need to know what
to put in the ‘caseworker’ field for all the cases that the worker managed.
It is also important for audit purposes that the original caseworker’s
name remains against all cases and enquiries that they handled.

Permissions

The permissions are related to the menu to which the user can have
access. The table shows the relationship between the permission and
the menu it gives access to. A caseworker without admin permission will
simply not see the Admin menu on the screen. The table also shows
suggested permissions for 3 classes of worker, caseworker, Information
Officer and administrator. A tick mark indicates that the worker should
be given that permission.

Permission

Related Menu

Caseworker

Information

Officer

Administrator

ReDIAL User

ReDIAL user

v

Calldesk

New Call

Client Services

Clients

Organisations

Organisations

People

People

Library

Library

Admin

Admin

Window

Window

Adding and Deleting Permissions

When a user is being set up on ReDIAL, a permission may be added by
pulling down the list and selecting the required permission.

A permission may be deleted from a user’s profile by clicking the box to
the left of the permission name, the box should then contain an arrow,
then strike the delete key or right click with the mouse then left click ‘cut’

Permissions may be reset to the ReDIAL default by clicking on the ‘reset’
button. It is of course very important that at least one user has
access to the Admin menu to enable continued administration of
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the system. If you don’t it’s probably even more inconvenient than
locking your keys in the car!!

Toolbar Icons

A user can be set up so that they see either icons for the usual functions
of cut, paste, print etc or only the text menus above. Should the user
subsequently decide to change their preference they can do so from the
ReDIAL user—settings menu.

Startup Form

The form that the user first sees when they log on to ReDIAL can be set
in this field. For most caseworkers this will be set to ‘New Call’ or
‘Current Cases’. The user can change their own startup form using the

ReDIAL User — Settings menu

8.3 Configuring Areas, Counties & Towns

Configuring Areas, Counties and Towns merits a section of its own as
there is some additional work required to relate a local area to its parent
postal town and county. During the section of this guide on Case
Recording it was pointed out that using a pull down list to select a local
area would mean that ReDIAL would then complete the Town and
County fields. This section will describe how to add areas, towns and
counties and also how to relate them to each other.

8.3.1 Counties

Addresses are configured through the admin—addresses menu. It will be
easiest to start with counties. ReDIAL contains a list of counties in the
UK, here is the start of the list:

Co

Iz Local  Publisher: 1D:

Aberdeenshire

O

O

Anguz Il
Argyll & Bute O
Bedfordshire |
Berkshire |
O

0

O

Il

O

L]

Blaenau Gwent

Borders

Bridgend

Briztal

Buckinghamzhire

AR AR A R A
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Show

The ‘show’ box has the same function as on other configuration menus;
only if there is a tick present will the county appear in the pull down lists
relating to client address. For an agency that operates mostly in a
geographical area it is worth ticking only those counties that are served
by the agency, clear the rest.

IsLocal

If the IsLocal box is ticked then it will ensure that when searching the
organisation database, the counties with IsLocal ticked will appear at the
head of the list of Counties.

Delete

There is limited scope for deletion of counties as many counties will have
organisations in the organisation database located there. If there is an
organisation located in a county it will not be possible to delete it. It is
suggested that no attempt is made to delete counties from ReDIAL.

Close

Once all changes have been made, the ‘Close’ button will save those
changes before closing the window.

8.3.2 Towns

To set up Towns use the Admin—Addresses—Town/City menu. ReDIAL
will present you with a screen listing all towns in ReDIAL in alphabetical
order.

_ioix
T owan/City Preferred Caunty |z Local  Publisher:  |D: Shaow
Sunderland Tyne and Wear - O O
Sutton Unzpecified -l O O
Tarparley Cheshire ;I O O
Urspecified Unspecified -l O 1
I=bridge Unspecified ;I O O
W akefield Wiest Yorkshire ;I ] 1
it atfiord Hertfardzhire -l O O
West Malling Unzpecified ;I O O
Westhuny Wilkzhire ;I O |
Wigan Lancashire -l O 1
Woodbridge Unzpecified ;I ]
‘el Somerset -l O O
“ork Marth orkzhire -l O O

Unzpecified ;I O O
B
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If the agency serves a limited geographical area then, in order that
caseworkers are not entering towns into ReDIAL at the same time as
undertaking casework, it is advisable to make a list of local towns and
load them into ReDIAL before it is used for casework. The list does not
have to be exhaustive as Towns can always be added later. Once a
reasonable list of towns has been gathered they can be entered by
scrolling to the bottom of the Cities & Towns window.

Notice that there is a blank town window. Type the name of one of the
towns from your list in the blank Town/City space, then pull down the list
of counties and select the preferred County. Usually for local towns you
will put a tick mark in both the ‘IsLocal’ box and the ‘Show’ box’. Use the
TAB key to advance from field to field; once you have advanced past the
last ‘Show’ box, ReDIAL will add another blank line to the bottom of the
table for you to enter the next town in. Again the ‘Close’ button will save
your changes before closing the window.

It is the selection of the County using the pull down list that enables
ReDIAL to automatically add the County once the town has been entered
in the client address field.

8.3.3 Local Areas

Local Areas are added in the same way as towns, the window used to
enter local areas is identical to that used to enter towns. In the same
way, once a local area has been entered, its parent town can be chosen
from the pull down list.

8.3.4 Adding Areas and Towns

While speaking to a client a caseworker might take an address with a
local area or Town that has not previously been entered on to ReDIAL.
ReDIAL will ask the caseworker to confirm that they wish the Area or
Town to be added to ReDIAL. If the caseworker confirms that the area
or town is to be added, ReDIAL will include it in the database, however, it
will not add the relationship between the area and its parent town and
county. Periodically the ReDIAL administrator should look through the
City/Town table and if there are any towns with a county marked
‘unspecified’ they should use the pull down list to associate the
appropriate county. Similarly the administrator should associate any
local areas with a town marked ‘unspecified’ with the correct post town.

8.4 Benefits Editor

The benefits editor is used to add or modify benefits. Once again,
benefits should never be deleted from ReDIAL as old clients financial
gain calculations will depend on older benefits remaining within the
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database. The benefits editor is activated from the admin—benefits
menu selections.

The user is presented with the screen below which shows all the benefits
on ReDIAL. The details of any benefit can be viewed by selecting the =
button next to the required benefit.

Importing Benefits

Should the benefits be radically revised by government, or where a
group of agencies decide to co-operate on updating the benefits in all of
their ReDIAL installations, the ‘Import Benefits’ button will enable an
excel spreadsheet containing benefits, their attributes and amounts to be
imported into ReDIAL. When a benefit update is defined in the
spreadsheet it will add a closure date to the benefit rate already present
in ReDIAL and update the benefit rate to the rate defined in the
spreadsheet

_inix]
Benefit Import Benefits I Current Rate ~ |
Maon-means-tested Incapacity benefit Short term owver pengion age lower rate adult dependant #4080
E Maon-means-tested Contribution-based jobzeeker's allowance 18-24 standard rate claimant 4270
E Maon-means-tested Contribution-based jobzeeker's allowance 25 or over standard rate claimant fh395
E Man-means-tested Contribution-based jobzesker's allowance under 18 standard rate claimant 32 R0
E Maon-means-tested Incapacity benefit Long term standard rate claimant £70.95
E Maon-means-tested Incapacity benefit Shaort term over pehzion age higher rate claimant £70.95
E td ganz-tezted Income support Premiums Penzioner, Couple standard rate claimant
E Maon-means-tested B etirement penzion category & standard rate adult dependant 4520
E Man-means-tested R etirement penzion category A standard rate claimant £7R.A50
=] MNon-means-tested Bereavernent allowance standard rate claimant £75.60
E Maon-means-tested Widowed parent's allmwance standard rate child dependant £11.35
E Maon-means-tested Widowed parent's allmwance standard rate claimant £73.6R0
E Maon-means-tested Retirement penzion category & standard rate child dependant £11.35
E Maon-means-tested Maternity alowance standard rate claimant £7R.00 ﬂ
Record: 14 [T 1 e |milr#] of 105

Figure 8-1 Benefits Editor Window

It is the Benefit Details window that is used to change a benefit. Each
benefit is allocated a series of attributes using the pull down lists to the
left of the window. The attributes are defined in the various benefit sub
menus. So, for example, the different types of benefit group are defined
in the Admin — Benefit — Benefit Group menu. Any of the attributes can
be changed by a ReDIAL administrator should it be felt that the attributes
supplied with ReDIAL do not align well with the agency’s activities
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B2 Benefit Details x|

ID 10 Iz Favourite Rates

Benefit Type M on-means-tester ;I > |§:‘?’:_EI4D.;:;IEDE ”End Date ||Week|y£4H§l:D| =
Benefit Group |nzapacity benefit ;I = |21 e ” ” EEI:EIEI|
Benefit Sub Group  Shart term ;I

Benefit Criteria avEr PENEION age ;‘

Berefit R ate Type  lower rate ;I 3
Claimant Type adult dependant | record: T e e o 1

Delete Hew I Cloze |

Figure 8-2 Benefits Details Window

The attributes are simply concatenated or strung together to form the
complete description of a particular benefit. The way the attributes have
been defined in the version of ReDIAL as supplied is nevertheless
structured in such a way as to bring some structure to the benefits
system. So the first major division is by means of benefit type, which
may be ‘means tested’ or ‘non means tested’. As the benefits system
evolves, so will the system of classification. The overall aim of the
attributes is to try and add some structure to the different benefits to
make it easier for a caseworker to locate a particular benefit within
ReDIAL.

The ‘rate’ part of the window is used to indicate the current rate for the
benefit selected. Where a rate changes on a specific date, it is important
not simply to edit the amount of the benefit, this would affect the financial
gain calculations for all clients who had received the benefit in the past.
The correct procedure is:

1. Enter the end date for the old benefit amount in the ‘end date’ box

2. Enter the start date for the new benefit amount in the next ‘start
date’ box, normally this will be the day following the previous end
date

3. Enter the new amount of the benefit

4. Click ‘Close’.

The Benefit details window will then look like this:
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x
ID 10 I3 Favouite Aol
Benefit Type " an-means-teste ;I N |§:T1t1[1;t|;|3[|3 ”E”d Drate ”WEEH}'E:;l;:Il b=
EZ:::E S;Tju;rnup I;::T?::: bereit j |EI'I A04/2002 ||3'I A02003 || £4EI.E!EI|
Benefit Criteria OvEl pEhZION age ;‘ * |21 i ” ” ED'DD'
Benefit Rate Type  lower rate ;I 3
Claimant Type adult dependant | Rrecord: RN | A R L -
Delete I Mew I %I

Figure 8-3 Amount of Benefit Changed from 1/11/2003

Creating a new benefit

Select the ‘New’ button and ReDIAL will display a Benefit details window
with all the attribute fields left blank and the benefit rate left blank for the
user to complete. When the benefit has been added the user should
select the ‘Close’ button. ReDIAL will save the benefit entered before
closing the window.

Deleting a Benefit

A benefit may be deleted from ReDIAL by selecting the ‘Delete’ button a
benefit may only be deleted if no clients have been awarded that
benefit. If a client has been awarded that benefit then ReDIAL will not
allow the user to delete it and displays this window

Microsoft Access x|

The record cannot be deleted or changed because table 'CaseBenefit’ includes related records.

8.5 Other (Category)

Under the Admin — Other menu are a variety of items that configure the
pull down lists on the Client/Enquiry screens. The contents of the lists
are amended using the procedure described in 8.1 Changing the
contents of a pull down list. The only sub menu that is different is the
‘Category’ menu. The ‘Category’ sub-menu controls the pull down list
of case categories on the green part of the Client/Enquiry screen. The
categories are composed of two elements, the super category and sub
category. So, for example, an agency advising clients with disabilities
may have:

Super category: Benefits Sub category: Incapacity Benefit
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These two elements are strung together to form the category:
‘Benefits:Incapacity Benefit’” shown in the pull down list.

This approach has been adopted to add structure to the way that the
categories are formed. All the super categories and sub-categories may
be amended at the discretion of the ReDIAL administrator and
dependant on the type of work undertaken by the agency.

The category has two main functions:

1. Provision of structure in the case records for a client, and guidance
of the caseworkers

2. Generation of reports on the proportion of different types of work
undertaken by the agency

It is important that caseworkers are comfortable with the categories
structure but that funding organisations, if they wish to see statistics
regarding the service provided, are also happy with the categories used
to generate the statistics.

TIP: As with all other entries in pull down lists, it is difficult to delete
a category or a sub category once that category has been used on a
client’s case records so it is worth thinking carefully about categories
before ReDIAL is used for case recording.

Selection of Admin — Other — Categories causes ReDIAL to display the
following screen
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B3 Administer Categories

Sub categony...

Publizher: 1D:

=10l x|

;’ Attendance Allowance ;| DUk,

;l Dizabled Perzonz Tax Er-_v_l Dial Bradfor
137 Benefits ;l DL, _vJ
97 Benefits = | DLA Mabiliy B n
138 Benefits | Housing &
100 Benefitz ;l |nizapacity Benefit ;]
133 Benefitz ;I |ricome Support ;l
93 Benefitz ;I Industnal |njuries _vj
101 Benefitz ;’ Irwalid Care Allowance ;|
140 Benefits ;l Fightz/1zsues -'_I |
114 Benefits | Severe Disabilty Allowan = |
115 Benefits | Social Fund B
150 Benefitz ;| Inzpecified _vJ ]
141 Benefitz ;| Working Families T ax Ere;]
178 Complaints ;I Unzpecified ;l

Fecord: I4| 1 || 1k |>I |H9| of 174

Figure 8-4 Administering Categories

The two buttons at the top of the window ‘Super category...” and ‘Sub
category...” are used to amend items in each list. A left mouse click on

the ‘Sub category...

category window:

B Sub Category

=10l x|

Pub.ID: Show ~]

Walue: 10 Publisher:
IInzpecified 1
WaT Relief 73
Wizual G
Yalunteers 02
War Penzions 02
W ater a4
Wheelchair Hire a2
Wforking Families Tax Crec 02
“outh Club 02
* = L]
Delete I Cloze |

button will cause ReDIAL to display the sub
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At the bottom of the window is a blank value box. An additional sub
category can be added to ReDIAL by typing its description in the box. If
the new entry is to appear in the drop down lists then add a tick to the
‘Show’ tick box adjacent to your new entry. The publisher and publisher
ID boxes are not used at this level.

The delete button is used to delete any entries that are not required. If a
sub category has been used in any other place ReDIAL will ask you to
reassign the dependent records to a different sub category. Under these
circumstances it is better not to delete but to clear the tick box so that the
sub category is not visible in any pull down lists.

TIP: During initial configuration of ReDIAL it is worth reviewing all
the sub categories and either deleting or removing a tick from those
sub categories that are not relevant to your agency.

Selecting the ‘Close’ button will cause ReDIAL to save any changes
before closing the window.

The same process can be used to add or amend a super category, the
windows and buttons are identical to those that appear in the sub
category window.

Once any new categories and sub categories have been entered, the
window shown in Figure 8-4 Administering Categories should be used to
associate the new sub category with a super category. The administer
categories window must be refreshed, by pressing F9, in order to add the
new items. Scroll to the bottom of this window and Select the desired
super category from the pull down list. Select the desired sub category
from the pull down list and tick the ‘Show’ box if the combination of super
and sub category is to be displayed in the client/enquiry pull down list.

8.6 Configuration
The system configuration sub menu contains only two sub menus:

e System Configuration
e Data File Location

8.6.1 System Configuration

On selection of System Configuration, ReDIAL will display the window
shown in Figure 8-5. Some telephone advice agencies may be dealing
with clients who are depressed at times or have some other condition
that renders them anxious and, although they may have dialled the
agency, when the phone is answered, they feel unable to speak. The
agency concerned may have standard script to be read by the
caseworker under these circumstances. If so the text of the script may
be created and amended in this window.
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In some versions of ReDIAL, the ‘New Call’ menu is configured with a
‘Silent caller’ button. When this button is selected the text in the window
is displayed to the caseworker.

ES system Configuration ﬂ

Flew
Anonymous Callers: Case autharisation Letker:
Anonymos, Il 707 B |
Silent Callers:

Silent Zall Instruckions:

IF THE CALLER HAS NOT RESPONDED WHEN YOU HAVE ENCOURAGED
THEM T SPEAK, SAY:

I am sorry you Feel unable ko speak to me at the moment,
& lok of people find it difficulk ko talk when they ring,

¥ou do not need ko give wour name oF any personal details,
iour service is open from Monday to Friday From 7.00pm o 11.00pm and
an Saturday and Sunday from 12,00 noon ko 12,00 midright. Please call

again either in a short while when you Feel more able to kalk or on
another day.,
I am now going ko replace the receiver,

THEM REPLACE THE RECEIVER..

Figure 8-5 System Configuration Window

The fields for anonymous caller and silent caller are used to select a
surname from the client database that will be used as a ‘standard’
surname against which an anonymous caller or silent caller will be
logged.

A mouse click on the = button will cause the search window for the
person table to be displayed. Selecting a person will mean that all
Anonymous/Silent calls are logged against this person (eg Ms
Anonymous/Mr Silent)As default ReDIAL will log enquiries that the
caseworker indicates are anonymous against the client surname of
‘anonymous’. This will save space, but will affect how your statistics are
displayed.

New Case — If a tick is placed in the ‘New Case’ box, then every time an
anonymous call is received, a new Case will be created against the
surname chosen, each Case will have a single enquiry. If the ‘New Case’
box is not ticked then there will be a single Case created against the
surname chosen with a new enquiry created every time an anonymous
enquiry is logged.
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— Most agencies have a standard authorisation letter that a client will
sign to authorise the agency to act on behalf of the client. The ReDIAL
administrators can use the ==l button next to the window to browse the
Standard Letters database and use the ‘select’ button to choose the
standard authorisation letter to be used in the case letter page. On the
case letters page there is a tick box named ‘authorisation letter’; if a tick
is placed in the box then the text of the selected authorisation letter will
be inserted. The signatory will be automatically inserted as ‘signed by
client’..

8.6.2 Data File Location

This menu option displays the ‘Browse for Folder’ window that was used
during the setup phase to choose the folder where the ReDIAL backend
data file, rd2k1_be, is located.

Please Select the Folder where the File rdzkl _be.mdb resides
Current Location = CiMy DocumentsiDasiDatabasetraining

EI---"; 55 Deskkop -

-5 My Documents

EI@ My Computer

-2 3% Flappy (4:)

--1;{ Local Disk, (iZ:]

@ Compact Disc (D)

{E Contral Panel

—]-- My Mebwork, Places

EI*:E Entire Metwork,

El.rl'!' Microsoft Windows Metwork,

i

: ﬁ Workgroup e

&. Computers Mear Me
..... 2 Barvcls Rin j
oK Cancel |

This feature might be used if

1. A caseworker was to be trained on ReDIAL and it was advisable to
use a training backend data file rather than one with live data in it.
Under these circumstances it is very important to remember to
reconnect the front end to the live backend data file before the
adviser undertakes real casework. For the avoidance of any
confusion it is suggested that the training database has special
usernames and passwords such as ‘training,one’ ‘training,two’. It is
then entirely obvious if a caseworker is logging on to the training data
file rather than the live one.
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2. A computer network was restructured and a new server installed. If
this is the case, the data store should be copied not moved to its
new location, leaving the data store also in its old location on the
network. The ReDIAL administrator can then log on to each copy of
the ReDIAL front end in turn and change the data file to the new
location. Only when all of the desktop machines have been
successfully connected to the data file on the new server should the
old data file be removed.

8.7 Data Management

After some use, some information in ReDIAL may contain errors. In
many case this will be of no consequence, but for client and organisation
names and addresses errors may cause problems if not found and
remedied.

During normal usage, especially when the phones are ringing non-stop
and caseworkers are in a real hurry, entries are made in the
client/enquiry screen that it is later realised were made in error. Some of
the most common errors are:

e Duplicate client name
e Mis-spelt Local Area added

8.7.1 Data Manager

The data manager is designed to help with the first of these 2 problems,
it will help the ReDIAL administrator find either clients or organisations
with duplicate names or duplicate post codes.

The appearance of the data manager window is shown in
o) x|

Dupl. Mames | Dupl, PostCodes Refresh I Help

This Screen Shows a listing of all People that have duplicated Mames or Postcodes.
Click on the plus signs and three dots to get to maore information.

Click on the plus signs to expand a group.

Click on the three dots to open the full record.

Double-Click on the three dots to open the full record in a new window.

Ideally you should go through these records and delete older records, saving useful data across to another
record

Be aware that if you delete a person, all related cases will also be deleted.

Record: 14 ¢ || 1 e lr#] of 1

Figure 8-6 Data Manager

Selecting the database to search

The ‘People’ button will cause the data manager to search the client
database, selecting the ‘Organisation’ button will cause the Data
manager to search the organisation database.
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Selecting the type of duplicate information

The ‘Dupl Names’ button will cause ReDIAL to search for duplicated
surnames in the client database and for duplicate title in the organisation
database. The ‘Dupl Postcodes’ button will cause the data manager to
search for duplicated postcodes in the 2 databases respectively.

In Figure 8-6, the data manager is showing that there is more than 1
John Smith in the client list, click on the plus and the data manager will
show that there are two John Smiths in this case. Against each Smith
the is the usual ==/ which, if selected with a mouse click will show the
client details screen. The administrator should check that these clients
are different; if they are the same client entered twice then the ‘Move’
button on the client/enquiry screen can be used to move cases form one
client to the other.

Another common cause of duplicate entries is where a surname has two
phonetically similar spellings such as Shaw and Shore. In this case the
data manager can be used to find clients with the same postcode and
similar names. Once the administrator is convinced that the same client
has been entered the procedure should be:

1. Move cases from the incorrectly spelt surname to the correctly
spelt surname

2. Carefully check the case records for the correctly spelt name

3. Check there are no cases still associated with the incorrectly spelt
surname

4. Check with the caseworker concerned
5. Delete the client with the incorrectly spelt surname.

If checks for duplicates are carried out at regular intervals it is easier to
keep the client database accurate than if it is left unchecked for a year or
two.

8.7.2 Incorrectly Spelt Local Areas

Similarly, though there are no tools to assist, it is worth the ReDIAL
administrator checking the Local Area and City/Town tables occasionally
for new and incorrect spellings. If any are detected, use the people
menu and then pull down the list for Local Area or Town as appropriate.
Find all clients associated with the incorrectly spelt Area or Town and
note them.

Delete the incorrectly spelt Area or Town even though you may not
reassign them. Then use the new call menu to search for the affected
clients and pull down the correct Area or Town on the client details
screen
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9 Analysis
Statistics are required for two reasons:

e The management of the agency need to see how their time is
being spent, how clients contact them, where clients live.

¢ QOrganisations who fund some agencies will wish to see that their
grants are delivering value for money.

ReDIAL contains a comprehensive analysis function that will analyse the
Agency’s activities in a variety of ways and will also export the results of
analysis to Excel for further analysis or inclusion in reports.

9.1 Analysis Screen

ReDIAL’s analysis functions are accessed via the Admin—analysis
menu. If this option is selected by the user the screen in Figure 9-1 is
displayed.

_ioix]

Repaort format: Report criteria: . - -
Row Header: Column Header: Categony: L ; Enntl
Super Category ;I Manth ;l B e

cr I paefrom /02003 T 30/03/2003 |

SuperCategory | Total | Jan2003 | Feb2003 | Mar2003

ha 1
__|Benefits 592 22 31z 25
__|Education 1
__|Emplayment B 1
__|Equipment 12 1 B
__|Health 2
__|Holidays/Leisure 2 1 1
__|Housing 14 1 a]
__|Leqal G 2 1
__|Maney 14 a
__|Referral 22 1 g 1
__|Social Care 3 2

Transport 17 2

Record: I4| il II 1k |H|H9| of 13

Figure 9-1 Analysis of Enquiries by Month

All analysis screens have a similar format. There are two areas at the
top of the window, Report Format and Report Criteria.

9.1.1 Report Format
In this example the user has made selections as follows:
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Row Header: Super Category

This is the super category from the client/enquiry screen. If sub category
had been selected all possible categories would be displayed. For
analysis of enquiries by geographical area, Area, Town or Post code can
be used as the row header

Column Header: Month as shown this will analyse the data by month,
with the from and to dates set in the ‘Date From’ and ‘To’ boxes

Count Of: Enquiries

The numbers in the table are the numbers of enquiries received each
month in the different categories. In the screen shot, in the month of
February, 312 enquiries were received regarding all types of benefit, but
only 1 enquiry regarding employment. The number in the left hand
column is the total across the row. Column totals are not produced in
this screen but may be easily generated after the file is exported to
Excel.

The count of list can be used to specify a count of:

Enquiries or| the number of enquiries or

cases cases created in the month in
question

Clients the number of new clients in the
month

Benefits The annual amount of the

awarded or | benefits awarded or claimed in

claimed. the month in question

9.1.2 Report Criteria

On the right of the screen are some additional criteria that can be
selected, they are:

Category — if this list is pulled down, only the category displayed in the
Category box will be listed in the report. In the screen shot in Figure 9-1,
if the category list was pulled down so that ‘benefit’ was displayed, then
only the first row of the report would be displayed in the table.

Caseworker: When the Analysis screen is first displayed the currently
logged user is displayed in this box. Only cases in which the caseworker
was involve are displayed. A double click in the box is required to delete
the caseworker name in order to show all cases or enquiries

‘Date From’ and ‘To’: These fields specify the date to start the report
and the date to finish. This will determine the column headers for the
‘month’ format, or act as a filter for other column headers
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9.1.3 Buttons

Update After any change to the report format or criteria, the ‘Update’
button must be clicked to update the screen. When the format or criteria
have been changed the caption on the update button turns red to
indicate that it should be clicked to generate a report in accordance with
the changes made to format or criteria.

Print Causes ReDIAL to open a print preview window so that the report
may be previewed and, if required, sent to the default windows printer.
The ‘close’ button in the print preview window is used to return to the
ReDIAL analysis screen.

Export to Excel A click on the excel symbol will cause the ReDIAL
report data to be exported to and excel spreadsheet. If this option is
selected you will be prompted for a folder and a filename for your output.
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10 Security Considerations

This section aims to offer some general advice about network reliability
and data security. It can only offer an overview and you are strongly
advised to use a consultant or knowledgeable volunteer to appraise your
network and upgrade it if necessary. Once your organisation has started
using ReDIAL for Case recording, client details, name, address, their
enquiries plus letters written on their behalf are present on your
computer or network. This means that your network must be designed
so that it is:

¢ Reliable

e Secure against unauthorised access
e Protected against loss of data

e Protected against attack by viruses.

10.1.1  Reliability

Once an organisation starts using a computer for recording casework, if
that computer breaks down then no casework recording can continue. In
a networked office there may be several desktop machines available so
if one breaks down there are others that can be used; however, there
may be only one server so that if that fails, no desktop machines can
used the ReDIAL system. Steps that can be taken to minimise the impact
of failure are:

e Use a RAID disk system on the server to mirror all data on a 2"
disk drive so if one disc fails there is another disc ready to take
over.

e For server machines, make sure you can quickly replace critical
components such as a power supply, consider buying a spare, they
are only about £20.

e Make sure that you can quickly buy a replacement network hub or
switch.

e A ‘protecting’ mains lead extension, which smooths out the mains
supply to the computer can make a significant difference to the
stability and lifetime of a computer

10.1.2 Unauthorised Access

Unauthorised Access is possible either physically, with someone using
the keyboard and computer or remotely via a connection to the Internet.
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Physical Intrusion

It is good practice not to use shared usernames and passwords. There
are several levels of access control to the ReDIAL data. It is
recommended that whatever regime is used to control access to your
computer or network, separate usernames and passwords are allocated
within ReDIAL. ReDIAL automatically completes some fields with the
name of the person logged on to ReDIAL; this will not work if a single
username is used by more than one person.

Intrusion via the Internet.

This is more likely if you remain connected to the internet for any length
of time. Some offices are connected via Broadband links and their
network remains connected to the Internet for the entire working day.
Under these circumstances it is essential that a firewall is used to guard
against unauthorised access to your network. There are free firewalls
available on the internet that can be downloaded and installed on your
network.

10.1.3 Loss of Data

Once ReDIAL is used as the sole means of recording client enquiries, all
your work resides in a single file, rd2k1_be. It is essential that your
backup policy guards against loss or deletion of this file. Even if you
have a RAID system installed in your server, deletion from one disk will
result in its deletion from the mirrored drive. It is essential that a daily
backup is taken of rd2k1_be. With a networked system this backup can
either be to a removable media such as tape or CD, or to another disc on
the network. Be aware that some backup systems do not back up any
files that are in use so the file rd2k1_be will not be backed up if anyone is
using ReDIAL or has failed to log off! It is often convenient to schedule a
backup to occur during the evening or night time when there will be no-
one using the computers.

As well as a backup to guard against accidental deletion of rd2k1_be, it
is good practice to take another backup to guard against a disaster such
as fire or flood at your office. This backup is taken on to removable
media such as tape or CD and is stored at a separate location so that a
fire at the office will not result in total loss of data. This backup may well
be taken less frequently, but at least weekly.

10.1.4 Virus Attack

There has been a lot of publicity about viruses and even more written
about how to avoid them. It is worth remembering that virus protection
packages are upgraded to deal with a virus after the virus has appeared
on the internet. Nevertheless, buy a virus detection tool and keep it up to
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date, but just as important, don’t open any suspicious attachments, even
from people you know as many viruses spread by stealing names from
victims’ address books.

It is also necessary to keep virus definitions up to date, most virus
software includes a capability to upgrade virus definitions over the
internet at regular intervals. This feature should be enabled, or a
procedure followed to ensure that manual updates take place at regular
intervals.
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11 Troubleshooting

11.1 Login screen has no usernames

Occasionally the ReDIAL login screen appears with no user names
available for selection. There are several possible reasons for this:

1. The connection with the data file has been lost
2. The front end database has become corrupted
3. The backend data file has become corrupted.
4. The datafile has been moved

Connection to data file

From the desktop computer where the problem is, try to browse to the
server computer folder where the data file is located using network
neighbourhood or any shortcuts that you might have. You should be
able to see the data file rd2k1_be. If you can’t see the folder or file,
suspect network or server problems

The front end database has become corrupted
Re-install the front end database on the local computer.
The backend data file has been corrupted.

Using any computer with MS Access installed, browse to the folder
where the backend data file is installed. Double click on rd2k1_be.mdb.
Go to tools — database utilities — Compact and Repair Database.
Then exit Access and try to use ReDIAL from a desktop computer.

The data file has been moved

If it is possible to browse to the correct folder but the data file rd2k1_be is
not visible, has it been moved for some reason or its protection/security
settings may have been changed.

11.2 Invalid Date entered

When entering a date of birth for a client in the client/enquiry or client
details screen the following error box may appear.

Redial ¥ersion 3.65 Logged in as:Default, User ﬂ

@ The walue vou entered isn't appropriate For the input mask '99/99/0000;0; ' specified

for this field.
Help |
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This indicates that a 2 digit date has been entered instead of a 4 digit
date
e.g. 02 instead of 2002.

11.3 Database repair
Front end Application

To avoid problems with database corruption on the front end ReDIAL
application it is recommended that, after installation the database is
configured to compact and repair itself automatically each time the
ReDIAL user exits. This may be done very simple by going to the

Tools — options menu
select the general tab and tick the box ‘compact on close’ and OK.

Backend Data Store

ReDIAL may be installed on a computer with a standalone version of
Microsoft Access already installed as a part of Microsoft Office.
Alternatively, if there is no standalone version of Access installed,
ReDIAL will install a runtime version during its installation process.

With a standalone version of Access available

For the backend data file in a networked installation this is more tricky as
no user ever directly accesses the data file. It is recommended that
every 2 weeks the ReDIAL administrator browses to the backend data
file, double clicks on rd2k1_be and then goes to the tools — database
utilities menu and selects compact and repair database.

The same effect can be achieved by selecting the ‘compact on close’ tick
box as described above. Then all that is necessary is to double click on
rd2k1_be wait for the database to open then click file — exit when the
database will be compacted.

With Only the runtime version of access

If only the runtime version of Access was installed from the ReDIAL
Installation CD, the datastore can’t be opened outside the ReDIAL
application. The result of a database corruption is often that the login
screen contains no usernames so that it is not possible to log in to the
ReDIAL application either. When this is the case it is possible to
compact and repair the ReDIAL data Store from a command line.

Click start, then run
Windows 95 or 98 - type command into the box and click OK,
Windows 2000 or XP — type cmd into the box and click OK
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In both cases you should see a black command window. You will need
to know the path to the folders containing the runtime version of access
and the ReDIAL Backend data Store. Type the command:

"c:\program files\<path to access.exe>\MSAccess.exe" "c:\my
documents\<path to datastore>\rd2k1_be.mdb" /compact

eg "c:\program files\microsoft office\ART\office\MSAccess.exe" "c:\my
documents\DAS\database\suffolk config\rd2k1_be.mdb" /compact

This command can be inserted into a batch file, stored on the server, so
that the path names do not have to be remembered then run at regular
intervals; perhaps prior to a weekly backup when no—one is using
ReDIAL. Alternatively the batch file can be set to run automatically at
night time as a scheduled job.
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