
Background to HMCTS referrals prototype (Online Centres)

● The following slides are a short guide to using the Online Centre spreadsheet for HMCTS referrals.

● The Online Centre spreadsheet will replace Basecamp for the remainder of the project; you will not need to use 
Basecamp for this project after April 16th. Please do not add any communications/messages onto Basecamp after 16th 
April as this will not be picked up.

● Following user feedback and discussion, it was agreed that Basecamp is not particularly user friendly for managing this 
project and many people find notifications distracting and difficult to manage. We want to try something a bit simpler with 
you for the remainder of the pilot.

Some of the feedback;
● Basecamp is clunky to use, in particular checking for referrals that are coming through  
● Online Centres receive too many messages/ notifications or updates that are not relevant.
● It’s not transparent about how referrals are passed on to Centres
● There is often a large gap between a customer being passed on for support, and knowing what has happened to 

that customer (e.g. do we know that a Centre has been able to make contact and book a support call?)

● We are asking you to use the spreadsheet to record your availability and to record when you have made initial 
contact with the customer.

● This is a test and learn pilot, so we would like your help to test the spreadsheet for managing referrals for the remainder of 
this project - we would like to receive your feedback and please let us know if you have any problems using it.
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What do you (Online Centres) need to know?
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● We will use the spreadsheet to capture Online Centre availability for accepting referrals (you will no longer need to put 
availability into Basecamp).

● It is really important you enter your availability into the spreadsheet as this information is pulled through to the Good 
Things team managing this project and enables them to see when you are available to accept referrals.

● If the Good Things team don’t have your up to date availability in this spreadsheet, they are not able to send referrals to 
your Centre.

● We need Online Centres to tick the boxes indicating their availability for morning (AM, 9am - 1pm), afternoon (PM, 1pm - 
5pm) or both if you are available all day.

● We are not able to operate fractional days so please enter the nearest availability you have (for example, if you know you 
are only available between 11am and 1pm, please enter ‘AM’ for the morning.

● Time is critical in making sure the customer is put in touch with the Online Centre who can help them as quickly as 
possible which is why the Good Things team will need to move on with contacting other Online Centres if you are not 
available.

● We have already transferred availability from Basecamp to this spreadsheet for April, so all we need you to do now is 
check that the information for your Online Centre is still correct, and make any changes if it is different.



What do you (Online Centres) need to know?
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● We also need you to use this spreadsheet to let us know when you have made initial contact with the customer, to book 
their support appointment. This is so HMCTS can follow the customer journey (in particular for vulnerable customers) 
through this service.

● In the Online Centre spreadsheet, you will only be able to enter or amend your own Centre’s data; you will be able to see 
other Centres’ availability (and others will be able to see yours), but no one is able to make any changes to any information 
other than their own.

● Good Things has given access to all the people we already have listed for this pilot project so you will be able to access it 
straightaway. If any other team members need access to the spreadsheet it is the centres responsibility to make us aware 
so we can allow access.

● We hope that you find this more straightforward to use than Basecamp; it will remove the issue of the notifications. We are 
asking you to use the spreadsheet to add information, but this is no more (and hopefully easier) than we have asked you 
to do with Basecamp.

● The spreadsheet you need to access for referrals is here: Online Centres referrals

● If anything doesn’t work or if you have any questions please contact the Grants Team 

grants@goodthingsfoundation.org 

https://docs.google.com/spreadsheets/d/10nUf2YVmnILiWcban6Z7S46ttxFLt0DbTRhk0S0CVvE/edit#gid=1414394548
mailto:grants@goodthingsfoundation.org


1. Good Things team will 
send you a fortnightly 
reminder as usual to 
update your availability - 
that is, the times (mornings 
(AM, 9am-1pm), afternoons 
(PM, 1pm-5pm) or both) 
when you are available to 
accept a support referral.

You no longer need to 
enter this information on 
Basecamp.

2. Open the ‘Referral 
Availability’ tab

Online Centres - 1. providing your availability
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3. Find the name of your 
Centre in the list.

4. Tick the boxes for the 
dates and times your Centre 
is available to accept 
referrals.

Make sure you tick the box 
for the correct date, shown 
along the top.

5. You are able to select 
morning (AM, 9am-1pm) or 
afternoon (PM, 1pm - 5pm), 
or both if you are available 
all day.

You will not be able to 
change tick boxes for any 
Centre other than your 
own; but you are able to 
see their availability. 5



1. Good Things team will 
contact Centres if there is a 
referral. 

This referral offer will come 
through to you in the form of 
an email, this email is to alert 
you that a referral offer has 
been made to your centre. 

You will need to view the 
sheet to see if you can 
accept or decline the referral.

Online Centres - 2. Supporting a service user

2. After receiving the alert 
email you need to open the 
‘Referral Record’ tab. 6
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3. After viewing the referral, 
you need to then go back to 
your email alert to directly 
reply to the email to say 
whether you accept the 
referral or not and your 
comments will appear here. 

If you are declining the 
referral no further actions 
are needed from you. 

If you accept, the referral 
form will be emailed to you 
and you will then need to 
action the steps on the 
following slides.



4. The referral number will 
appear in the column ‘AD 
Number’ - this is for 
information only

5. The type of service a 
customer needs support 
with will be shown in column 
D, ‘Type of Service’ - this is 
for information only.
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6. Please tick the boxes for 
the number of times you 
have attempted to contact 
the customer, e.g. up to 
three times by checking all 
three boxes.
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7. If you are not able to 
contact the customer after 
3 attempts, please flag this 
to the Good Things team by 
adding to the comments in 
column D ‘Referral Online 
Centre’ as this will be 
flagged to the Good Things 
team.



8. When you have made 
contact with a customer 
please enter the date of 
that first contact in 
column H, ‘First contact 
made with customer’.

10. You MUST still 
complete CaptureIT 
within 7 days of the 
appointment taking place 
in order for the 
appointment to be eligible 
for funding. 

10

9. Please add the date and 
time of the booked support 
appointment in column I.



Thank you.
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If you have any questions you can contact the team on grants@goodthingsfoundation.org and add 
HMCTS referrals issue into the subject box 

Alternatively you can call: 0114 349 1658

mailto:grants@goodthingsfoundation.org

