Guidance for inputting contacts: When someone is calling on behalf of someone else.

If a caller contacts the support line on behalf of someone else, you can use this guide to help you
navigate the Dynamics 365 system and input the information correctly.

Input the details of the caller

Even if the caller doesn’t require the support, and they’re calling for someone else, our first step to
input this case is to add the details of the caller.

When you click “+New’ on the contacts/home page and are faced with this screen:
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Keep in mind that on this screen, we will always input the details of the caller. Even if they don’t
require the support.

If the caller isn’t happy for us to keep their details on the database, we can change the ‘Consent
Status’ dropdown to ‘Consent Requested but Refused’. Then to create an ‘Anonymous Contact’ we
can add ‘UK’ in the postcode lookup, and ‘United Kingdom’ will fill in automatically in the ‘Region’
section.
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If the caller is happy for their details to be stored on the system, we can change the consent status
here to ‘Consent granted’. When we do this, more fields will appear. When we’re filling these in, we
need to keep in mind that in this section we are thinking of the caller.

CONSENT

“Do you consent (or has the person who you are calling on behalf of consented) to the British Red Cross storing and using the persenal information
that you provide on this call in order to provide a service? The Red Cross is committed to privacy and will use this personal data for the purposes it was
collected.”
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Consent Decision
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The ‘Consent Given By’ section on this page should stay as ‘The Caller for themselves’. Because this
page is focussing on the person who has called (even if they aren’t the person who needs the
support), this section is all about them. And as they are speaking to us and giving us their
information, they have given consent themselves for us to keep their information on the system. We
can then choose the day the consent was given in the ‘Consent Decision Box'.

Once we have their consent, we can input the details of the caller on this page.
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Save the contact, then scroll down to the bottom of the page and click ‘+ New Case’.
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When we open the new case, the details of the caller and beneficiary will automatically populate
with the details of the caller.
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Because the caller is calling on behalf of someone else, we need to make some changes to this
section.

In the section where it says “‘Who Requires Urgent Practical Support’, we need to change that drop
down so it says ‘Someone Else’.

When ‘Someone Else’ is selected, the ‘Beneficiary’ field becomes empty.

In this field we can search for the beneficiary to see if their details are already recorded on our
system.

If, for example, Smokey Robinson was calling on behalf of Mickey Mouse. We would type Mickey
Mouse into this field, and if Mickey was on the system, we would have to confirm it’s the same
person by asking the caller to confirm that individual’s full name and postcode.
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If Smokey Robinson was calling on behalf of Marvin Gaye, on the other hand, we could search the
system like so:
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Clicking that button will cause a pop up to appear to prompt you to ask the caller whether the
beneficiary has given them consent for us to keep their details on the system. When this pop up
appears, you need to read from the bracketed text, as shown below.

Consent Statement X

“Do you consent {or has the person who you are calling on behalf of consented) to the
British Red Cross storing and using the personal information that you provide on this call
in order to provide a service? The Red Cross is committed to privacy and will use this
personal data for the purposes it was collected.”

Close

After closing this Consent pop-up, you will notice that a ‘Quick Create — Contact’ section has
appeared on the left of the screen.



Input the details of the Beneficiary

In this section, we are thinking about the
beneficiary, so the person who needs the support.

You might notice that we’re faced with the same
guestions on this ‘Quick Create: Contact’ section, as
we saw when we were inputting the details of our
caller.

The difference is, we are now thinking about the
person who needs the support, or the beneficiary.

The first part for us to complete here is about
consent. The script above was asking the caller if we
had consent to keep the beneficiary’s details on the
database, so if they said ‘yes’, we can change this
‘Consent Status’ to ‘Consent Given’.
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Once this has been selected, you’ll see more fields appear for you to fill in. But before we input the
details of the beneficiary, we need to make it clear who has provided consent for us to keep their

details on the database.

Because we haven’t spoken directly to Marvin Gaye,
the consent for us to keep his details on the database
has been given by the caller on behalf of the
beneficiary, so that’s what we should choose in the
dropdown next to ‘Consent Given By'.

Once this has been chosen, we’ll have to detail who
has given this consent in the field that says: ‘Contact
Providing Consent’. In this instance, that’s Smokey
Robinson, so we need to type his name in, then
select his name from the drop down that will appear.

Then we can input Marvin Gaye’s details in the
database, and click ‘Save and Close’ for this
information to save onto the database, and for us to
return to the case.
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After clicking ‘Save and Close’ on the ‘Quick Create:
Contact’ page, we’ll see that Marvin Gaye’s name is
now in the ‘Beneficiary’ field on the case.

We then need to make sure that the caller has consent
from the beneficiary to discuss this case with us, once
they have confirmed this, we can click ‘Consent from
Beneficiary’ from ‘No’ to Yes’ (See screen-shot below).

You’re then ready to continue with your case, and fill
in the necessary details in summary notes.

If you need future help please call Tech Support Line
on 0203 841 2324.
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