
T  RUS

E-mails need to be managed or they
will take over your life. If you don’t con-
figure your system, all incoming e-
mails simply end up in your inbox.
That's fine if you have only a few e-
mails a day, but if you receive more
than that, you’ll need to sort them
properly. To do this you need to do two
things:-
● set up a structured filing system for

your e-mails
● sort incoming e-mails automatically

to the correct destination
…and just to make things even easier
for yourself, you can then use these
principles to sort existing e-mails into
the right destinations as well!
Structure
The better organised your lists, the eas-
ier it will be to find what you want
among the hundreds of e-mails dotted
around your system. But beware! In
creating any storage system it’s easy to
try to be too detailed and end up with
an e-mail that could easily go into one
of two or more folders. If you have a
folder called ‘Torex’ and one called
‘Computer’, where do you put an e-
mail from Torex about your computer?
More importantly, when you come to
retrieve an e-mail from Torex about
your computer that was sent three
months ago, will you remember to look
in the right folder?

So the best way may well be to split
up your e-mail filing system into a
small number of broad groups, rather
than having a large number of highly
specific categories. But it’s your deci-
sion. For continuing ease of use, just
make sure that you have a method
which is easy to understand, easy to
keep to, and easy to remember six
months from now.

In any case, exactly what headings
you have for your e-mail system
depend very much upon the sort of
mail you receive (and where you pick it
up, as well: home e-mails are likely to
have quite different organisational
needs from those in the surgery). At
work you may well want to organise e-
mails into headings such as Patients;
Health Authority; PCG; TUG, Small
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Practices Association, RCGP, Hospital,
Computer, Personal and so on. At
home you might want to sort them into
a completely different set of headings.

As a demonstration, the screengrab
above (Fig.1) shows a way of structur-
ing mail coming off the TUG list-
servers, and would be suitable for
someone who subscribed to every
area—General Discussion, System
6000, System 5, etc.. The illustration
also shows an area set up for the Small
Practices Association.
Rules for sorting e-mails 
Having laid out the structure of your fil-
ing system to your satisfaction, you can
now create instructions (‘Rules’) to sort
incoming e-mails automatically into the
correct destinations. 

From the Tools Menu select Message
Rules/Mail. Something like Fig.2 will
appear. (If you have no existing Rules
then the box will be blank. The box
shown in the demonstration is already
displaying some of my many existing
rules).

To add a new rule, press the ‘New’
button and the dialog box (Fig.3)
appears.

The instructions are more or less self-
evident, once you’ve realised that the
first line in the ‘Conditions’ area really
means ‘Where the From line contains
the names of the e-mail addresses of
those people who are defined in the
first ‘contains people’ section below’
(and so on).
● Click on the appropriate boxes.

(Experience has taught me that in

Fig.1

Fig.2

Fig.3
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order to trap messages coming from
the TUG listservers, you need to
check both the boxes ‘Where the
From line contains people’, and
‘Where the To line contains people’,
so we’ll be setting up the Rule to do
both of these things.) 

● Now check box 3 which says ‘Move it
to a specified folder’…

●  …and then check box 4. Give the rule
an understandable name.

Now click on the first blue-highlighted
‘contains people’ in box 3 and the fol-
lowing dialog box will appear:-

Enter the address(es) that the e-mails
will be from and press the ‘Add’ button.
The box will now look like this. 

Press the ‘OK’ button. This process will
need repeating with the second 
‘contains people’ statement in box 3
(‘Where the To line ‘contains people’.
Define the action to be taken
Now you have to tell the computer
what to do with the e-mail it has identi-
fied as falling into this group.

In the New Mail Rule window (Fig.3,
on the previous page), go down to the
third box and click on ‘Move to speci-
fied folder’. The ‘Move’ dialog box will
appear.

Scroll up to the top, highlight the
‘Inbox’…

Select ‘Messages match any one of
these criteria’ and click the OK button.

You will now be back in the New Mail
Rule dialogue box which will have
changed to reflect all your decisions.
The rule is now complete. Select OK.
So what have we achieved? 
From now on, incoming mail from the
committee discussion list will automati-
cally be routed to the committee sub-
folder. 
Dealing with existing messages
But what about existing messages? If
you have an inbox full of unsorted
messages you can choose to sort them
out now if you want, by applying the
Rule. Highlight the Rule that you’ve cre-
ated and click the ‘Apply Now’ button.

…and press the ‘New Folder’ button.
The following dialog box will appear.
Type in the name of the new folder and
press OK

The new folder will now be visible in
the tree structure.

To make a sub-folder of the ‘TUG’ fold-
er, highlight the ‘TUG’ folder. Now
press the button marked ‘New Folder’
and a dialog box will appear, asking
you to name the new sub-folder. Type
in the name—let’s simply call it
‘Committee’—and click OK.

The new folder will now be visible in
the tree structure.

Click OK to confirm that this is the
intended destination to which e-mails
conforming to this new Rule should be
sent.

You will now find yourself back in the
‘New Mail Rule’ dialogue box but it has
now changed to reflect the decisions
you’ve made.
Dealing with more than one 
condition
Now you have to deal with the third
line of the third section of the dialogue
box. 

Because a message will never fulfil
the criteria of being both from 
comitteediscuss@listbot.com and to
comitteediscuss@listbot.com at the
same time, the rule needs to be an ‘or’
rule rather than an ‘and’ rule. To
change this from the ‘and’ status it cur-
rently has, click on the ‘and’ in box 3,
and another dialogue box will appear.
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This brings up the dialog box (see left).
Check the ‘Includes subfolders’ box

and press the ‘Apply Now’ button.
The rule will now be applied to your

messages and a progress bar will be
displayed. When the progress bar has
closed, click Close, and then OK.

Have a look and see if you are happy
with the what actually happened (as
opposed to what you thought you’d
told the system to do!) If it’s not gone
quite as you intended you may wish to
modify your rule further and check the
results once more. To do this, use the
‘Modify’ button in Fig. 2.

As with programming, you’re unlikely

to get it exactly right first time. E-mails
will keep arriving which defy the 
selection procedure you thought you’d
created—it always seems to happen!
You can refine your rules until your e-
mails are dealt with in exactly the way
you want.

Manager at Torex Health, wrote in the
last edition of Torus about the
changes in the ways Support is func-
tioning. He writes again: ‘Both the
Sheffield and Team Valley (Newcastle)
support centres are now achieving
their new targets and have been oper-
ating successfully in this different way
for some time. The changes being
made are now well tried and tested
and should enable Torex to operate
effectively with the increased size of
user base that we now have. 

‘The objective was to reduce the
answer times to one minute or less.
By including call loggers on the
inbound calls we have cut the aver-
age wait time to around thirty 
seconds.

‘Once the call is logged and the
user given the call log ID, the sup-
port teams aim to return the call
within ninety minutes. I know that
initially this wasn’t achieved, and we
have taken major steps to put this
right by adding a significant number
of new support consultants and call
loggers. 

‘Unfortunately, at the same time
the System 6000 team has been 
particularly badly affected with 
illness, with two experienced staff
members simultaneously recovering
from serious conditions. This has 
left the System 6000 team very 
short of knowledgeable staff. So we
brought forward the implemen-
tation of some of the new posts to
improve the situation as quickly as
possible. 

‘Clearly, new staff take time to
train, and despite their excellent
technical background they do still
need to learn the software to be
effective. It is desperately unfortu-
nate that we have had this spate of
illness so soon after bringing in
changes that were designed to
improve the service, but we are 
confident that the situation will
resolve once the new staff become
effective consultants. In the mean-
time we have been making up the
shortfall by borrowing knowledge-
able System 6000 staff from other 
departments.’ 

checked technically, and while this
may slow the response time, it is
important that checking is done.

●  Depending on which department is
dealing with the request, a project
manager will oversee its comple-
tion.

●  The account manager will be
informed of the current state of play
via Onyx. 

Installations

The installation department has now
overcome many of its internal issues
●  Once sales pass the request to the

installations department, an appro-
priate sub-section takes over the
management of the request—
System 6000, Premiere (including
other systems) or ConnX. 

●  They telephone the practice to
arrange an installation date and fol-
low this up in writing.

●  The appropriate project manager
then co-ordinates any third parties,
the ordering of equipment, and so
on.

●  The installation department retains
ownership for two weeks following
the completion of the installation, in
case of technical difficulties. It then
hands over to support.

●  When the practice signs off the
installation, accounts receive the
appropriate paperwork and will
invoice accordingly.

Contact with the practice
Contact from Torex to the practice has
been an issue. 
●  Every practice should now expect

some contact from their account
manager each quarter.

●  Torex is sending a questionnaire to
all practices to request up to date
demographic information, with a
section available for the practice to
request a site visit if they are con-
sidering any system changes/
upgrades.

●  Torex is about to begin sending out
a quarterly newsletter detailing cur-
rent issues within the company. 

Support: 
David Davies, Customer Support

Over the past few months there has
been an unprecedented level of criti-
cism of the service Torex has been
providing. Gratifyingly, there is great
user satisfaction with the software
itself, which scores exceptionally high
in users’ estimation. Instead, com-
plaints have centred around sales and
support—which is good, in that this is
an area which, being simply an organ-
isational problem, should be relatively
easy for Torex to rectify. 

TUG representatives have already
had a number of meetings with top-
level Torex managers about these dif-
ficulties. Finally, Torex representatives
Dr Glyn Hayes, Craig Smith and Steve
Graham came to the September TUG
committee meeting to discuss the sit-
uation in detail and describe how
Torex is responding to the problems. 

Torex reports that historically, many
problems relate to the changes
brought about through the merger of
Meditel and Torex, and the complexity
and organisational difficulties that this
brought. With hindsight they now
realise they had underestimated the
difficulties that this merger would
bring. However, important lessons
have been learned, and as a result the
handling of the AremisSoft Health
practices is being handled completely
differently by the company.

At the meeting the high level of cus-
tomer satisfaction with the software
was again noted, and the Torex repre-
sentatives outlined how they were
getting to grips with the organis-
ational problems.

Sales
●  There is now a Sales Department

and a separate Operations
Department.

●  Sales has moved from Bromsgrove
to Sheffield

●  The sales team has been re-struc-
tured, and for sales enquiries there
is now one central telephone num-
ber (0114 209 2661).

●  Torex has implemented an electron-
ic tracking system—Onyx—which
can be accessed at all Torex organi-
sational sites across the country.

●  All quotations now have to be

Problems, problems…

Premiere—Tab key
Use the Tab key to cycle round thevarious fields that can be high-lighted, such as Date, etc.




