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1. Introduction

The Online Referral Tracking System (FORT herein) provides an online
interface for the creation and tracking of referrals between organisations on
the system.  This manual begins by explaining the common features available
to all users of FORT and goes on to detail the abilities of different user types
in subsequent chapters.
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2. General

This section provides information for and describes facilities available for all users
with the ability to use FORT.

2.1 Logging In

To start using FORT, you must first log in with the username and password assigned
to you by an administrator (or in the case of Handlers and Referrers, your Point of
Contact).  Selecting ‘remember me’ will store your login details in your browser so
that the next time you visit FORT your login details will be pre-entered.  Once the
details have been entered click ‘Login’.

If you have forgotten your password, select the ‘forgot your password’ link.  You will
be asked for your registered email address, to which your login details will be sent.
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Once you have clicked 'Login' the main home page will appear.  From this screen you
have the option to either search existing referrals (see Section 2.3) or to click on
your relevant user role (Referrer, Point of Contact, Handler) from the menu on the
left to be taken to the user control panel.    
 
A log out option is displayed on both the home page and in the menu.  It is
recommended you do this when you are finished using the system.
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2.2 Interface Overview

Upon opening the user control panel each user will be greeted with a series of
options.   These options will vary depending on user type (Referrer, Point of Contact,
Handler).

Common to all user types is the ‘edit me’ option which will allow you to change your
details (see Section 2.4), the messaging system (see Section 2.5) and the different
referral viewing options (explained in overview later in this section, and then in detail
in the relevant user type chapter).
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Each option for viewing referrals takes the user to a similar list view, the contents of
which are dependant on the type of referral selected and the abilities of the presently
logged in user.

A subsection of details relevant to the type of referral being viewed is presented
horizontally, with the column titles at the top of the screen.  Column titles in green
may be ordered on, those in black may not be ordered on.  Clicking on a column title
will order entries in the table by that column.  Clicking the title again will order the
entries in the opposite direction (direction is signified by the ‘^’ and ‘v’ next to the
title).

Example: Referrals ordered chronologically--Earliest dates first
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Example: Referrals ordered chronologically--Most recent dates first
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Beside each entry is a ‘+’.  By clicking on this, the entry will open to display the full
details (again contents are dependant on referral type and the abilities of the logged
in user).

Once opened the ‘+’ will change to a ‘-’. Clicking on the '-' will allow you to close the
entry.  While the entry is open you will be able to update the details associated with
it by clicking the 'edit' button at the bottom. 

To return to the main control panel you can either click on your relevant role
(Referrer, Point of Contact, Handler) from the menu on the left or click on your
browser's back button.     
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2.3 Searching Referrals

Once logged in you will be presented with the Search Interface.  Depending on your
user type this will allow you to either search outgoing or incoming referrals
associated with your organisation.  Referrers will be able to search outgoing referrals
while Points of Contact and Handlers will be able to search incoming referrals. 

Referrals may be searched by the clients’ details, or by the unique reference given
when a new referral is created.  The search supports partial entry (e.g. searching for
“Jo” will bring up results for “John”, “Joe” and “Jonathan”).

Brief details of matching referrals are displayed.  Selecting the view option provides
extra detail regarding the referral.
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From the detailed view you may add new notes. These will then be presented to the
Handler and Referrer associated with the referral when they next view the referral.



12

2.4 Editing Personal Details

On your control panel, beside your name is a link entitled ‘Edit Me’.  Selecting this
will provide an interface to edit your personal details, and allow you to change the
username and password used to log into FORT.

Pressing the edit button will update your details.  Username and password changes
are effective from the next time you log on.



13

2.5 Messaging System

FORT allows messages to be sent between users regarding any of the referrals
associated with them (or in the case of a Point of Contact, their organisation).

The control panel lists the number of incoming messages along with the option to
send a new message.

Selecting view will present a list of the current messages in your inbox.

Again the ‘+’ will open a message to be viewed and messages may be ordered in the
same manner described previously.  There is also a delete open which will remove
the message from the system altogether.

In the same manner as before, selecting the ‘-’ on an open message will close it.
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From the control panel the facility to create a new message is available.  Messages
must be associated with a referral normally accessible to you.  Messages can be sent
to the referral's Handler, Referrer, or Point of Contact.  The options will change
depending on the type of user you have logged in as.

Once the text of the message has been entered press the ‘send’ button to send the
message to the target user.  Notification of correspondence is emailed to the target
user.



15

3. Points of Contact

3.1 Editing Your Organisation

As a Point of Contact you have the ability to edit the details of the organisation that
you administer.  Selecting ‘edit details’ beside your organisation's name in the
control panel will display a form pre-filled with the details of your organisation.

Once you have edited these select the ‘edit’ button to make the changes.

3.2 Creating Referrers and Handlers

As Point of Contact you are responsible for creating Referrers and Handlers for your
organisation.  These users create referrals and handle incoming referrals.  To create
a Referrer or Handler, select the appropriate option from your control panel.  You will
be presented with a form that will collect the details of the type of user you wish to
create.

Each user must be given a unique username and a password.  These must only
contain alphabetic or numeric characters.
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3.3 Accepting and Rejecting Referrals

As Point of Contact you are also responsible for accepting and rejecting referrals
assigned to your organisation.  Referrals awaiting your input must be accepted or
rejected to move on to the next step in the referrals process.  Referrals awaiting
input are listed in the control panel.

Selecting ‘view’ will display the list of referrals in the standard list view.  Opening up
the referral will display the basic details of the referral.
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Under the Unique Reference and the date of the referral is a selection box with the
title ‘Accepted’.  By selecting 'Yes' you are accepting the referral and are agreeing to
investigate the client's problem.  If, for any reason, you decide to reject the referral
you should select 'No'.  A box will then appear and you will be asked to enter your
reasons for not accepting the referral. Once you click the 'reject' button an email
containing your reasons for rejecting the referral will be sent to the Referrer.
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3.4 Routing Referrals

Once a referral has been accepted it will move into the list of 'Incoming Referrals
Awaiting Routing'.  

The next action is then to route it to one of the referral Handlers within your
organisation.    As in previous views these details are presented as a list, which when
opened using the ‘+’ button displays full details of the referral.

In this instance a drop down select box is made available which will list all handlers
associated with the organisation.  Selecting a Handler and clicking the ‘Update’
button will route the referral to that Handler. The Handler will then receive email
notification of your selection.
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3.5 Rerouting Referrals

In some circumstance a Handler may decide that they are unable to handle a referral
assigned to them.  In this instance they may request that a referral be rerouted to
another Handler.

When this happens you will be notified and the referral will be listed under ‘Incoming
Referrals Reroute Requested’.  Selecting ''view' will display all the referrals in the list.  

Again the '+' will open the full referral details.  You will then be able to either select
another Handler, or route the referral back to the same Handler.
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3.6 Viewing Active Referrals

All referrals being handled by your organisation are available for viewing through the
‘Current Incoming Referrals’ option.  

Further to this all outgoing referrals made by Referrers from your organisation can
be viewed by selecting ‘Outgoing Referrals’.
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3.7 Viewing Logs

All actions by Referrers, Points of Contact and Handlers for your organisation are
logged by the system.  It is possible to view these logs by selecting the ‘View Logs’.
This will display details of the latest log entries.

A set of filters are provided to allow you to narrow down log entries to only show the
desired log type.  Logs may be filtered by date range, action, and even down to the
individual fields of the log entry (dependant on the action).

Logs are filtered by pressing the ‘Submit Query’ button.
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4. Referrers

The first stage of the FORT process is the creation of a referral.  This is done by a
Referrer.

4.1 Creating a Referral

On the main control panel for a Referrer you will find an option to “Create Referral”.  

Selecting this will present you with a form requesting the full details of the referral.

A series of text boxes request basic details on the person being referred.  These
details will only be viewable by the Point of Contact at the organisation being
referred to, and the associated Handler.

The boxes that are marked with the '*' are required fields.  If the client does not
have a post code or if the post code is unknown, the 'dummy' post code KY1 1KY
may be entered.      
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Further information is also collected to allow the Handler of the referral to know the
best method of contact and when the client should be contacted.

At the foot of the referral form you may select the Organisations to whom the person
is going to be referred.

At least one, and a maximum of three, organisations may be referred to.  A Category
may also be assigned to the referral so that the target Organisation knows what
matter the person needs help with.

Once the Referral has been created, you will be given a unique reference number for
your referrals (or set of referrals).
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Further to this you will be presented with links to the Terms and Conditions of the
Organisations you are referring to.  These will appear within a Pop-Up browser
window.  These should be printed off and read or given to the client.  Only one
unique reference is given for all organisations you refer to.
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4.2 Viewing Referrals Awaiting Acceptance

All referrals that are made are listed under ‘Referrals Awaiting Acceptance’ in the
control panel.  Details of these referrals can be viewed by selecting the ‘view’ option.
Referrals will remain in this section until the Point of Contact in the target
organisation either declines or accepts the Referral. 

At this point you may still make minor changes to the Referral (editing personal
details etc.) and add notes to be viewed by the target organisation.  You will receive
an email letting you know if a referral has been accepted or rejected.

4.3 Viewing Rejected Referrals

When a referral is rejected you will receive an email notifying you of the reason the
assigned organisation rejected the referral.  A list of referrals that have been
declined will be available in the control panel under 'Declined Referrals'.  Again
details of these referrals can be viewed by selecting the 'view' option.    

Further to this, by selecting ‘Declined Referrals’ you will be able to update any
rejected referrals and reassign them to another organisation who may be better
placed to deal with the referral.  Alternatively you may delete the referral and it will
be removed from the system.
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4.4 Viewing Current Referrals

All current referrals are listed under ‘Active Referrals’.  From here you may monitor
any progress made by the Handler or update the referral with any further details.

4.5 Closing a Referral

Once an active referral has been completed either the Referrer or the Handler may
request that it be closed. If the Handler requests that the referral be closed the
Referrer will receive notification of this.  Similarly, if the Referrer requests the
closure notification will be sent to the Handler.     
  
To request a referral be closed select the referral from the 'Active Referrals' list and
display the full details by clicking on '+'.  Near the bottom of the entry is a field
'Referrer Close Request'.  Select 'Yes' from the drop down box and then click
'Update'.    

After Referrer and the Handler have both agreed to close a referral it is removed
from the system.   
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5. Handlers

5.1 Incoming Referrals

The role of a Handler is to deal with and assess incoming referrals assigned to them
by their organisation's Point of Contact.  Assigned referrals are listed under ‘My
Referrals’ in the Handlers control panel.

Once selected, a list of currently assigned referrals is displayed.  Clicking the ‘+’ will
display the full details of the referral.  Should you wish to request that the referral is
rerouted to another Handler for any reason, selecting ‘yes’ under the ‘Request Re-
Route’ option and pressing ‘Update’ will contact the Point of Contact and let them
know of your request.

Further to this two fields are displayed that must be filled in to inform the Referrer of
the status of the referral.  ‘Date of First Contact’ should reflect the date the client is
first contacted by you, the Handler.  ‘Status’ has the option of 'No Selection', ‘Client
With Us’ or ‘Client Abandoned’.  'No Selection' is used to indicate that contact with
the client has not yet been made.  'Client With Us' indicates that the referral is being
processed.  'Client Abandoned' indicates that the referral has been abandoned, in
which case it should be closed. 
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5.2 Updating a Referral

A referral may be updated and new notes added by viewing the full referral details
and clicking on the 'Add Note' box.       

By clicking 'Update' the new note, along with the date and time that it was entered,
will then appear in the 'Associated Notes' box. 

The update can then be viewed by any user associated with the referral.  

5.3 Closing a Referral

Once an active referral has been completed either the Referrer or the Handler may
request that it be closed.  If the Referrer requests that the referral be closed the
Handler will receive notification of this.  Similarly, if the Handler requests the closure,
notification will be sent to the Referrer.  

To request a referral be closed select the referral from 'My Referrals' list and display
the referral details by clicking '+'.  Select 'Yes' from the drop down box next to
'Handler Close Request' and click 'Update'. 

Once the Handler and the Referrer have both agreed to close a referral it is removed
from the system.

      


