
Interaction Handling Procedure 
 

When creating a CRM, you can change the Interaction Handler, which is the field shown in red below 
when we need to be alerted to anything that needs further looked into in the morning: 

 

If you click on the Interaction Handler field, you will then be presented with the following dropdown 
menu of the handlers on the system: 

 

 

 

 

 

 



This is a list of every Interaction Handler on the System. You can then use the “Search More” option 
to show the full list, like the below. For example, if you choose Angie from the list below, this will 
then fill the Interaction Handler field with Angie’s name: 

 

You can then save the Interaction in the normal way, using the Edit and Save buttons. When you 
enter a new CRM, your name will appear by default as the Interaction Handler. If you change the 
Interaction Handler to Angie, then Angie will receive an e-mail to alert her to the CRM that she has 
been assigned to, which will look similar to the below: 

 

Using this method, you can then re-assign the CRM to any number of Interaction Handlers, and each 
one will receive a ping like the above. This will alert us to any CRM records that we need to check in 
the morning. 



• Call Back: When writing notes, you can add into the Notes section that a Call Back in 
required.  

• Emergency Interventions: Using the After-Calls Action tab you can tick the boxes to indicate 
any Emergency Intervention that has taken place.  

• Complaints: If we receive any complaints, for example from previous callers, you can select 
“Complaint About Hourglass Response” from the Out of Remit reasons list, and then once 
again assign it to Elliot Hunter, Angie Greenaway-Samuel and Maggie Evans as Interaction 
Handlers. We will then be able to see this in the morning when we log in.  
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