
 
 
 
 
 

IT Guide 
 

This section covers in detail how to use the different online forms, websites, and apps 
mentioned in the Guide to the Helpline Shift. Depending on how you learn best, you can 
find screenshots, written descriptions, and links to videos taking you through the same 

information. 
 
 
 
In this section- 
 
The volunteer website – Starting your shift 
Zoho CRM – Returning calls  
Call Monitoring form – All calls  
Postage Request form 
Email Templates 
Emails – Replying 
Emails – Post-call   
3CX app – All calls 
OneDrive – Volunteer folders 
 

 
    

 

 

 

 



The volunteer website – Starting your shift 
 

1. Visit https://ocdactionvols.org.uk and sign in: 
Username: helpline 
Password: your will be given this individually 

 

 

2. Select what you are doing for this shift by clicking on the relevant blue bar and it will expand 
to give you links to everything you will be needing. 

 
 

If you don’t know what you will be doing in your shift, you will be told during the Zoom 
meeting at the start of every shift. This link will be in the instructions for each individual 
shift, but you can also find it on the front page of the website.                        

 
 

 



Zoho CRM – Returning calls 
 

Zoho is an online platform through which we keep the information about people who have asked us 
to give them a call. Each person waiting for a call has an individual form. You open the form of 
someone you will be calling and fill it out based on whether you spoke to the person. 

1. Click on the spyglass in the top right to start a search 

 
2. Set the status. Unless you are told otherwise, set it to- Is Not : Closed 

 

 

 

 

 

 

 

 

3. Set the forms in chronological order by setting the second column (Date when voicemail was 
left) to ‘Ascending’. If you can’t find a person who is on your list, double check that you’ve 
done this step. 
 

 



4. Find the form for the person you want to call You will either be given a list or be told to start 
from the top. To open and edit the form, click the little pencil to the left. 

 

5. Check: 
 
The notes  
 
and 
 
Whether it’s ok to leave a 
voicemail 
 
 
Then make the call 
 

 

 

 



6. Fill out the next available ‘Call Attempt’ section and leave a voicemail as appropriate (see 
guidelines) 

 
 
Today’s date 
 
 
Your name 
 
 
Did someone pick up the 
phone 
 
Did you leave a voicemail 
 
This section is for things to 
give context to what you 
did, like ‘It was a bad time’.   

                                                                                                                     Please do not put requests  
                                                                                                                     or important updates in  
                                                                                                                     this box as it might not get  
                                                                                                                     seen.                                                                                                                          
 

7. Set the top of the form to ‘Closed’ or ‘Called’: 
 
Called if you haven’t reached them on the first or second attempt 
 
Closed if you spoke to them or have left the final voicemail telling them we will stop calling  
 



Call Monitoring Form – All calls 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Postage Request form 
 

 

 

Today’s date 

 

 

Select your name from the list 

 

Caller’s name and address – it can help to 
look it up on Google to make sure you’ve 
written it down correctly 

 

Which conditions the person wants to 
find out about 

 

 

Which treatments they would like 
information on  

 

 
If caller wants to seek local treatment 
(most cases) 
 
If caller wants to seek specialist treatment 
 
If caller wants to seek treatment at CADAT 
through Patient Choice. When ticked, 
this other option will appear, tick it if they 
are also interested in local treatment 

This option will only come up if you select 
‘Standard pack for adults’.  

Please tick this is the caller is interested in 
information about Patient Choice (even if 
you’ve already ticked the CADAT option) 

 



 

 

 

 

 

 

 

 

 

 

 

This should be self-explanatory, it’s a list 
of all of our resources and factsheets and 
flyers. Tick all the ones you want to send 
to the caller. 

 

 

 

 

 

 

 

 

 
 

 

If you want to include something that isn’t on our 
website (for example, an article about OCD and Autism 
from the IOCDF), include the link/s here. Please 
remember to only use information from vetted 
charities or check with a staff member before sending. 

This is for a short, hand-written note ONLY. If you 
are sending a letter alongside the pack, please send 
the letter to Thea@ocdaction.org.uk, who will be 
receiving this form and putting the pack together. 



Email Templates 
 
 
The ‘Email Templates’ button can be found in the call shift and the email shift sections. It will take 
you to a OneNote document full of templates and information to help you when putting information 
together for a service user. 

 
The tabs on the left (or ‘Sections’) are: 
 

- Post-Call Emails: These are templates for sending an email after you supported someone 
over the phone. They are just links to the information, because you will have explained it 
already in your call. 
 

- Email replies:  These are the templates used by Cecilia when answering emails. They cover 
the standard information for the most common situations we are contacted about. You can 
use these templates to help you build you email, or just to check that you’ve covered 
everything that needs to be covered. 
 

- Topics and FAQ: This section contains links and pre-written paragraphs about various topics 
people ask us about. Every now and then, have a look through this section to remind 
yourself of what is in it and check for any new additions, as it can save you a lot of work!  
 

- Advocacy situations: Again, this section can save you a lot of work as it covers responding to 
a more complex situation in which a mental health team is not acting as it should. 
 

- Suggestions and requests: If you have any, please write them in here! 
 

 

 

 

 



Emails – Replying  
 
 
Select the email you will be replying to and click Reply  
  

  
 
  
Write your reply, add your name in the signature if you want, and click send!  
  
  

  
  
  
  
  
 
 

 

 

 

 

 

 

 

 



Emails – Post-call 
 

1. Select the ‘Post-Call Emails’ tab at the top of the Email Templates document. The top page is 
an add-on for if the person you spoke to is a loved one rather than personally affected.  

 

2. Select the appropriate template from the list of pages underneath that 
 
 

3. Copy the email template 

 
 
 



4. Start a new email in the inbox.  
 

 
 

5. Paste the template into the body of the email. 
 

 

 
6. Add a title, any other information that might be useful, the caller’s name and email, and 

your name if you want to. Then send. 



7. 3CX app – All calls 
 

You will be given an extension number at the start of every shift. When you log in to the webclient, 
this will bring you into the helpline through the internet.  

This is what the main page will look like: 

 
 
 
 

1. Availability and profile 
 
You can click on this to check what extension you are logged into 
and to sign out. 
 
Set this to ‘Do Not disturb’ most of the time. Set to ‘Available’ if 
you are taking live calls or have asked for a call from the shift 
supervisor. 
 
 
 
 
 
 
  
 
 

2. Dialler 
 
Use this dial pad to make call. You can copy and paste a number 
straight from Zoho into the dialler 
 
 
 
 
 



 
 
 
 
 

3. Chat 
 
Use the chat function to speak to the shift supervisor or the person you are shadowing. 
 

 
 
 
 
 

 

 



OneDrive – Volunteer folders 
 

 

 

Your volunteer folder will contain your Next Steps information. You are also welcome to keep 
anything else that is useful in there, like a document with your personal email templates.  


