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Appendix A – General Enquiries procedure 

 
 

 

  

Incoming 
letter or 
fax 

Incoming email to the 
helpdesk 
 

helpdesk@crossrail.co.uk

& info@crossrail.co.uk

Incoming website 
enquiry 
 

www.crossrail.co.uk 

Update standard 
responses with new 
response 

Liaise with 
Consultation team and 
other departments 
where necessary (for 
example engineering, 
planning & 
environment) to collate 
information for the 

Draft response 

Yes  No 

Send a holding 
response 

Is there a 
standard 
response? 

Consultation Manager 
approves response 

Respond to 
enquirer via ACT 

Incoming 
telephone 
call to the 
Helpline  
 

0845 602 

3813 

Input into ACT database 
Registered in 
the document 
registration 
system by the 
Document 
Controller 

20 
Working 
Days 

DOCUMENT UN-CONTROLLED WHEN PRINTED 

mailto:helpdesk@crossrail.co.uk
mailto:info@crossrail.co.uk
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 Appendix A - General Enquiries process for logging correspondence onto ACT 
 

Scan hard copies of correspondence 
(letter/fax) to the helpdesk or 
safeguarding email address 

Open helpdesk and/ or 

safeguarding email boxes in ACT 

  

 

Create organisation and/or 
contact 

Always ensure contacts and 
organisations are linked together 

No

Yes

Are the senders 
contact details in 

ACT? 

Print the received emails/scanned 
correspondence 

Link email/scanned correspondence to 
contact/organisation 

File email/scanned 
correspondence to relevant 

folder in the email box 

Go to the 
contact/organisation and 

open the linked 
email/scanned 

Pass paper version to addressee

Create activity for the 
addressee  

DOCUMENT UN-CONTROLLED WHEN PRINTED 


