The HELP database

This is not intended to be full and comprehensive user guide as complete information on using the database can be found by following this link: http://www.westlondonhousing.org.uk/helplive/Info.aspx (see below for fuller explanation).  This section will go through some basic and essential information as well as some of the main functions of the database: 

1. Logins and creating a new user 

2. Creating a customer

3. Appointments

4. Recording the client journey, (Provider checklist screen)

5. Reporting

Introduction:

The HELP database is the medium by which frontline housing staff can refer workless residents into identified IAG provision in a borough. It also allows IAG providers to record interventions with referred clients. It’s an online system and is both a case management and an information management tool. Users can create a client by entering required information and can either send an email to a provider requesting an appointment for that client or book an appointment directly with an IAG provider an enter the appointment manually. IAG provider interventions with customers and their outcomes can be recorded on the Provider checklist screen, including first appointments attended, training, employment and qualifications. Users can also run reports on those referred and track activity and levels of engagement and activity.

Key features:

· It is an online system that sits on the Locata (CBL) server

· The database can automatically fill most fields for customers with a Locata Identification Number, (LIN)

· The customer journey can be tracked, monitored and reported on; the database tracks the client journey from ‘cradle to grave’ 

· Reports can be produced in Excel spreadsheets and then converted into Access database, (if the knowledge exists in-house)

· As mentioned above, the database contains a ‘captivated tour’ or animated user guide This can be accessed by clicking on the 

    icon to the right here,(information) or once you have logged on or by entering this address into a search engine: http://www.westlondonhousing.org.uk/helplive/Info.aspx
Site addresses:

There are two databases; a test site, (a working replica of the live site that is for demonstration and practice purposes only) and the live site.

Test site: www.westlondonhousing.org.uk/help
Live site: www.westlondonhousing.org.uk/helplive 

The test site is for training and learning purposes and is replica of the live site. The HELP manager can create new users who will have permissions to create accounts for team members.

Using the database
Using the database follows a logical sequence:

· ‘frontend’ tasks for a Housing Officer or someone from a referring partner, (creating client information, sending appointment request, capturing the ‘No’s ie those who don’t wish to be referred into IAG and rhe reasons why not.) 

· tasks for IAG provider staff (recording appointments and status, tracking interventions and recording outputs) and finally 

· tasks for all users ie, reports. 

The ‘HELPdesk’

Operated by Locata, this is a service for users experiencing problems with logging on to the HELP database, eg: forgotten passwords or username.

Tel:                       01895  637595

Operating hours: 9am to 5pm, Mon-Fri

Reporting bugs, glitches and non-login related problems:

If you experience a problem with the HELP database that is not to do with forgotten password or username, there is a user site where problems can be reported and logged. This is operated by Sector UK, Locata’s technical support partners and is called the Sector Support Site.

http://www.sector-uk.co.uk/supportnew2/Support.aspx
Access to this site will be arranged for HELP champions in your borough. The HELP Champion in your council has permissions to log glitches and bugs and all problems should be reported to the HELP Champion. 

If you work for an IAG provider, you should report problems to the HELP Champion in the council that refers to your organisation and they will log these on your behalf.

-------------------------------------------------------------------------------------------------------

1. Logins and creating a user account: 

Borough champions and/or designated individuals in each borough, referring partner or provider have permission to create new users. The HELP manager can create new Champions; managers in partner organisations can then delegate roles to staff. 

NB: To maintain levels of security, each user should have a separate, unique password and username. Generic or group log-ins are not to be used. 

Enter the HELP database address in the internet address bar and you’ll see the following screen:
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Enter your username and password, (password#1 is the default password, you have to create a new unique password when you log in for the first time) and then click ‘login’. You’ll then see the following screen:
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Security – User Account Setup Process/creating a new user

Only users with the ‘Create or Edit User’ privilege have the rights to create a new user account or edit an existing user account. 

If the user has this privilege then they will be able to see the ‘Security’ link in the left hand menu (as seen in the screenshot directly below).

[image: image4.png]@ change password

O security

Q logout




Creating a New User Account or Editing an Existing User Account 

1. Click ‘Security’ in the left hand menu.
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1. In the ‘Search for User’ text box, enter the name of the user you are trying to create or edit. 

Click the ‘search’ button.

Doing the search prevents you from creating a new account for a user whose details are already present in the HELP system
· If the user exists, then you can edit the user’s details. 

Please proceed to Step 10.

· If the user does not exist then you can go ahead and create the user. 

In this case, please proceed to the next step.

Creating a new user account

2. For example, search for user ‘NewHELPUser’ by typing this in to the search box and clicking ‘search’
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3. If your search does not yield a successful result, then this user does not exist on the HELP system. 

4. So, to create a new user account, click on the ‘plus’ (+) sign at the top of your page. You will then be able to enter in the details of the new user.
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5. The fields marked with an asterisk (*) are mandatory fields and must be completed to be able to save the new user account details successfully.

6. Field descriptions (Mandatory fields are marked in red):

· Username – the login name that the user needs to use to get into the HELP system. We would suggest using the same login name as the user’s office login. This would be easy to remember and unique as well.

· Name – The user’s name

· Borough – The Borough for which the user works 

· Role –  Different roles are available 

i. Help Housing Officer – Borough Housing Officers

ii. Help Provider – Any user who works for an IAG Provider/Employment and training provider

iii. Help Staff – Any user working for the HELP team. This role will also be given to Locata staff members.

· Contact Number – the user’s contact number

· Email – the user’s email address

· Privileges 

i. Create or Edit User – This gives the user the right to create or edit user accounts as well as the ability to reset any user’s password to the default password - password#1. Care must be taken when granting users this privilege.

ii. Change Password – This gives the user the ability to change his or her own password. We recommend that all users be given this privilege.

7. Click on the ‘Save’ button to save the user’s details. 

Clicking the ‘cancel’ button will take you back to the ‘search’ page.

Editing an existing user account

(Editing existing user account / Resetting user’s password / Delete user account)

8. For example, search for user ‘Test User HELP’ by typing this in to the search box and clicking the ‘search’ button.
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9. If you search is successful, click on the ‘edit’ button next to Test User HELP. 

You are taken to the page containing this user’s details. 
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10. You can now make any changes that you require and then click the ‘save’ button to save the user’s new details.

11. To reset the user’s password, click the ‘reset password’ button.

12. To delete the user’s account from the HELP system, click the ‘delete’ button.

13. Clicking the ‘cancel’ button will take you back to the search page.

Note:

When creating a new user the list of Boroughs in the ‘Borough’ drop down menu and the list of Roles in the ‘Role’ drop down menu both depend on your own Borough and Role.

Unless you have the Role of HELP Staff, you are only able to create users for your own Borough.

You are also only able to assign a user a Role that has equivalent or lesser rights to your own Role.

The tables below show what been stated above:

· When creating new user accounts

	Your Role
	Create or Edit User 
Privilege
	New User
Borough Drop down List
	New User
Role Drop down List

	HELP Housing Officer
	Yes
	Your Borough Only
	HELP Housing Officer

	Help Provider
	Yes
	Your Borough Only
	HELP Provider

	HELP Staff
	Yes
	All Boroughs
	All Roles (HELP Housing Officer, HELP Provider, HELP Staff)


· When editing user accounts

	Your Role
	Create or Edit User Privilege
	New User Borough Drop down List
	New User Role Drop down List

	HELP Housing Officer
	Yes
	User's existing Borough and your Borough only (if the user's Borough is different from yours)
	User's existing Role and HELP Housing Officer Role only (if the user's Role is different from yours)

	Help Provider
	Yes
	User's existing Borough and your Borough only (if the user's Borough is different from yours)
	User's existing Role and your Role only (if the user's Role is different from yours)

	HELP Staff
	Yes
	All Boroughs
	All Roles (HELP Housing Officer, HELP Provider, HELP Staff)


Creating a new HELP partner

This facility is only available to the HELP Manager or Locata.

2. Creating a customer

A customer can be created by a Housing Officer or an IAG Adviser. A demonstration of how to do this can be found on the  captivated tour of the database mentioned at the beginning of this chapter. By following this link.

Staff are asked to capture information on customers who are not interested in being referred into employment and training as well those who are.

To capture information for a customer who is not interested in being referred into employment and training support, follow this link to the relevant part of the captivated tour:

Enter the details of a client not interested in training.
To capture information for a customer who is interested in being referred into employment and training provision, follow this link:

Enter the details of a client interested in training.
NB: If the customer has a Locata Identification Number (LIN) then this can be entered in to the ‘Client case/Full name’ field. The 

3. Appointments

There are two methods of creating an appointment for a customer: an officer can phone the provider, ask for an available slot for the customer and enter the appointment details onto the database, or the officer can send an appointment request to the provider. The provider will then contact the customer to arrange the appointment and enter the details onto the database.

Follow the link (below) from the captivated tour below for a demonstration:

Create an appointment for a client.
Appointment status, (ie if the customer attended or not, re-scheduled or cancelled), should be entered and then saved by the IAG adviser on the day of the appointment. 

4. Recording the client journey

The Checklist section of the database is where the IAG Adviser records interventions with referred customers. Follow the link below to see how to complete this important section of the database. 

Complete a clients checklist.
Housing officers can also access individual client records by entering their name into search box with a light blue background that can be found on the frontpage after log in.

