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—Allcalls

OneDrive —Volunteer folders



1. Visit https://ocdactionvols.org.uk and sign in:
Username: helpline

Password: your will be given this individually

Welcome! What are you doing today?
From the inbox... M
JA voiunteer] rang me about 7 weeks ago ... It's just basically to thank him ... | just warited fo let him know ZOOITI

've had my last [session] with my therapist and | can't believe the progress that |'ve made with the
support of the book he recommended and the work that I've done. | just thought it important fo pass on

and to thank him. And I'm and taking and part in the support group, which he suggested, which is also
lovely. Just thought it would be nice to say thanks. Thank you so much.

13t July, 2021

meeting
here

1 am doing calls

1 am answering emails

1 am training

|

1 am supervising a shift

| am logging voicemails and tidying the inbox

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.

support of the book he recommended and the work that I've done. | just thought if important fo pass on
and to thank him. And I'm and taking and part in the support group, which e suggested, which is also
fovely. Just thought it would be nice to say thanks. Thank you so much.

13t July. 2021

1 am doing calls

1 am answering emails

Click ALL of these buttons below to opan up the diffarent tabs you nasd for the shift—

Besources page
You might also find the links below helpful -
TS

1 am supervising a shift

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 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

@l Forms . & ‘
+ Callback Form Al Entries (:u : /ool Q
7 Delete  [E] AssignTask B4 Document Merge Filter by: Al Entries

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

b &
Search
w
+ Status
)
s Not i
Closed

[ FESCHAH SRS SFPUE BENSYSEE] | ST S

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.

Callback Form ' All Entries O & A
Delete Assign Task B4 Document Merge Filter bys_ AlVEntries
(®) Status f5] Date when the voicemail w... [ 3 Volunteel

12 Ascending

Closed 15-Jan-2021 Cecilia
lﬁ Descending



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.

Forms

— Callback Form Al Ereries

De'ete Assien Task Document Merge

3 volunteer's name

Cecila

5. Check:
The notes
and
Whether it’s ok to leave a

voicemail

Then make the call

©® swutus

Open

24-Feb-2019

Volunteer's name *

Nature of Call

Caller's Name

Caller's phone number *

Best time to cali

Ok to leave message?

B8 Date when the voicemall was left

+ '3 Nature of
Looking for inf
©n "Arodety OC
AL0Ut any “Ere
contacts”. Sow
she might be 2
professional

Cecilia v

Wants to know more aboul support groups

Cecilia

07588118050

® Yes (either caller said it's OK to leave am
maobile)

) No (either caller said it's NOT OK to leave
landline)



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

guidelines)

Attempt 1

First Call back attempt date sl

ded-MMM-yyyy

Volunteer's name Select- o
Made contact O Yes O Mo
Left message O Yes (O No O No answering machine

Additional comments

Set the top of the form to ‘Closed’ or ‘Called’:

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.

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

Aftera

attempt

Click to access training guide

Status * ® No Cdll O cCalled

Switch to

- » CALLED

or
CLOSED

O Closed



Date - Time 1 *

Call Taker *

Callis *

Call Length in minutes *

Caller is *

Subject Gender *

Any other condition / Comorbidity

- Select- v

Call Monitoring Form — All calls

E [dd-MMM-yyyy HH:mm:55)

O Direct
O Call Back

() First time caller
() Has called before
O Regular

) Male
) Female

O Adult
© Child
) Adolescent

L oCD
) BDD
) Hoarding Disorder

\

L) Skin Picking
) Trichotillomania

@ Body # B i i ot T
[ Checking

[ Contamination

| Describes seif as Pure-O

) Order/symmetry

) Relationship

) Rumination

L) Sexually intrusive thoughts

) Serupulosity/Religion

) Thoughts about sexuality/gender
() Thoughts of harming others

) Other

L) Advocacy

) Emotional Support
) Information

L Signposting

O Other

=y r—

If your name is notin the
drop-down listlet Cecilia or
Christian know, and select
one of theirnamesas a
placeholderuntil they've
addedit

“Subject” is the person with
OCD, not necessarily the
personyou are speakingto

You can select more thanone
of these

You can select more thanone
of these. Ifit'san OCD related
disorder, select “Other”

You can select more thanone
of these

Once completed, press
“Submit”




Postage request

Send a f to the adm tor requesting a po
Date Today’s date
dd-MMM-yyyy
Volunteer
-Select- v Select your name from the list
Name and address of service user
Caller’s name and address — it can help to
look it up on Google to make sure you’ve
4 written it down correctly
Condition factsheets
] ocb
| 20D Which conditions the person wants to
| BFRB (skin picking, hair pulling, etc.) find out about
Hoarding
Treatment information
Therapy only . .
Which treatments they would like
) Medication only information on

Both

NHS information

Standard pack for adults If caller wants to seek local treatment

Standard pack for young people (most cases)

Specialist pack for adults
If caller wants to seek specialist treatment
Specialist pack for young people

Pack for CADAT through Patient Choice (England only)
If caller wants to seek treatment at CADAT

through Patient Choice. When ticked,
| Service user would also like information about local treatment 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’.

Service user needs a list of local IAPT services (England only)

Service user wants information on Patient Choice (England only) Please tick this is the caller is interested in
el e CATAT atier Chofes pacsabars information about Patient Choice (even if
you've already ticked the CADAT option)

Please still tick this if you've sele




Information for carers

| | Support for family and carers

| SUpporting someone with OCD
| Reassurance seeking

| | Loved one refusing treatment

| | 'OCD at school factsheets

| | Book list for families and young people

Rights and legal protections

| | oCcD and the Equality Act
| | Self-advocacy toolkit
Rights at work
| Information for employers
| | Housing rights
| | Sectioning rights
| | Watersure scheme (bill reduction)

|| NHS complaints

Other facthseets

Keeping well during Covid-19
| Talking to a loved one about your condition
| Treatments not recommended and why
Assessment and diagnosis
| Book list - OCD and self-help
| Book list - OCD-related conditions
Book list - CBT

| Book list - Miscellaneous

Flyers and booklets

GP Card

| OCD at university

| Youth services leaflet
OCD-related conditions
Getting treatment

| Legal rights and protections

Other things to print (please add link/s)

Message for service user (if any)

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.



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.

OneNote Email templates

File Home  Insert Draw  View  Help Open in Desktop App G Tell me wt
" et " — i =
v [®]~ | Calibri Light w0 v B I U &2~ A~ A =~ | A shles~ B Tags~ e B
| N B Email templates ~
Standard
p l Past-Call Emails Standard Thursday, May 2 1:48 PM
l Email replics About female adult
7 Hello,
l Topics and FAGQ About male adult
l Advocacy situations About gender-neutral a... F'm sorry to hear that you are struggling with OCD. I'm glad you've gotten in touch, as we can help you
get a better understanding of what you're experiencing, and support you to access treatment and
l Suggestions and requ.., About female young per... support for this,
About male yeung persen
Abaut gender-neutral y. As you might know, Obsessive Compulsive Disorder is a vicious cycle driven by anxicty and doubt about
intrugive thoughts. Intrusive thoughts sre random and automatic worries, images, sounds, or feelings
BDD that come up in everyone’s mind. Most prople move on from these easily, because they feel sure
enough’ that they don't need to worny about them. When you have 0CO, though, intrusive thoughts
Skin picking about particular topics cause you to become very anxious and distressed, and instead of being able to
maove on you might get stuck in a loop of “What if._.". This is the Obsessive part of OCD, and it can get
Hair pulling stuck on any topic or theme, as long as it's one that brings you anxiety

The effect of the OCD is that ‘sure enough’ is not enough anymaore, and the persan feels like they cannot

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
P

€ Reply | ) [@ Delete T Archive © Spam v  Sweep 53 Moveto v < Categorise v (©

© Inbox * Filter Tester
() Cedila Covells © O Yourepiied on Tue 09/07/2019 14557
Tester 1451
| have some questions about OCD Cecilia Co... Cecilia Covella
Tue 09/07/2019 14:51
o pbx44@spitfiretsp.net i Helpline »
Voicemail from Anonymous t... 14:50
| have some questions about OCD
New Voice Mail from Anonymous You have a... .
a msg34469.wav Cecilia Covella

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

P
P Send § Rttach v @ Encrypt [§] Discard - (=
To °CeciliaCovella X Bec
Ce
Re: Tester

If you can spare just a couple of minutes, it would be extremely helpful to our service if you could fill
out this survey.

Kind regards,

Helpline Volunteer




s [v |clibitight  v20 v B I U &v Av ¥ A - =v i=v

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.

OneNote Email templates v

Home Insert Draw

View Help

EE Email templates

Post-Call Emails
Email replies

Topics and FAQ
Advocacy situations

Suggestions and requ...

Resources for loved ones
OCD adult

BDD adult

BFRB (skin/hair) adult
HD adult

OCD young person

BDD young person

BFRB (skin/hair) young p...

Open in Desktop App @ Tell me what you want to do

v | B st

‘Resourcesforloved ones

Thursday, May 20, 2021  1:47 PM

Stick on to the end of the email and delete ones that aren't needed

Finally, we also have some resources for carers that might be helpful to you-
Support for families and carers

Reassurance Seeking

Supporting someone with OCD

A book list for families and young people

Talking to them about getting treatment
What if they don’t want treatment

OCD At School guide for parents

OCD At School guide for young people
OCD At School guide for school personnel
OCD at university

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

3. Copy the email template

Resources for loved ones
OCD adult

BDD adult

BFRB (skin/hair) adult
HD adult

OCD young person

BDD young person

BFRE (skin/hair) young p...

BDD adult

Thursday, May 20, 2021  1:50 PM

|I|||m1



4. Start a new email in the inbox.

= = Mark all as read Unda

“  Folders ©  Inbox Filter ~

2 Inbox 24 I MM OCD Action

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

B Send [ Attach ~ @ Encrypt [ Discard

To

Cec

Add a subject

Hello,

talked about, and some other resources that might be helpful.

You can read more about BDD and how it works on our website.
We also have some tips on Managing OCD/anxiety during the pandemic.

The two recommended treatments for BDD are:

Medication

CBT with ERP

You can also read more about What the therapy should look like and What to look for in a therapist.

Thaca namae smantinn MM rathar than ONN bt tho thoranoe e tha cama WWhan fraatinae DNN +hA TON ncladae !

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.

To @ Cecilia Covella X

Cc

OCD Action Call

Hello Cecilial,

It was lovely to speak to you today. I'm sorry to hear that things are difficult at the



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:

Frisfapel I am
i Awaitable 1 Do ol Distur

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

Thea 2770
Do ot Dnshrt

Al Groups -




3. Chat

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

Q

2771 2771 wednesday 2 2777 2777
Thanks : Do Not Disturb
27752775 tuesday
& thank you -
2776 2776 tuesday
) .
2777 2777 06/27/2022
Thank youl :

Thank you!
549 PM



OneDrive — Volunteer folders

AIpline BEEEEE 1 Vroad - 2 Share @ Copylink  Zd Sync L Download £ Automate 1= sort ~
1 My files
) Recent

My files > Volunteer Folders

Shared
i :

B O Name - Modified Modified By File size - Sharing
e Baties B Uzma December 22, 2020 Helpline 1item Private
I OCD Action Violunteers

" Oldvolunteers December 22, 2020 Halpline 14 items Private

Create shared library

Bn  Nick Drecember 22, 2020 Helpline 1 item Privata
8 Maddie December 22, 2020 Helpline 1item Private
T christian December 22, 2020 Helpline 1 item Private
£ Cecilia December 22, 2020 Helpline 1item Private

et the OneDrive apps

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.




