LearnYourWay Support Tasks Guide

Answer and close a Help Ticket

Reset a LearnYourWay course

Unlock an exam after too many attempts

Mark a lesson complete (“give admin credit”)

Answer and close a Help Ticket
Use the procedure below to answer and close a Help Ticket that has been assigned to you.
1. Open the Help Ticket application and log on:

https://helpticket.searshc.com/login/login help.asp

2. Go to the “My Tickets” section at the top and then click View on the right.
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https://helpticket.searshc.com/login/login_help.asp

3. Read the “Detail Description” section. Investigate and resolve the Ticket using the steps in this

guide or from the support knowledge base.

4. Click the Add resolution and close link in the “Actions” section at the top.

HELP TICKET

INBOX | TOOLS | CREATEATICKET | BACKTOLIST | PRINT | HELP

o Add resolution and cipse tcket « Add commants

« Assign ticket « Change cateqory / sub - category

« Remove gwnership o Ask sender a question

Ticket successfully assigned to CAT OWNER - 490 - Robert J Steiner. Assigl email succ fully sent to

Robert J Steiner,

TICKET DETAIL - TICKET NUMBER 4826072

Submit By: - ' o Submit Date: 03062015

Job Code: Job Type: HR Lead

Location: Format: KMART

Status: Assigned To: CAT OWNER - 490 - Robert J Steinar
Closed By: Closed Date:

Category: Training

Sub-Category: LeamYourWay

Brief Description:  Training not logged as compieted
Detall Description: Enterprise ID-1. |hurst
Associate Name: Laura Hurst
Course Name-1: Sears Card Payments 10024
Enterprise 10-2
Associate name-2
Course name-2:
Enterprise |D-3
Associate name-3
Course name-3
Enterprise 10-4:
Associate name-4
Course name-4
Enterprise 10-5
Associate name-5
R Course name-5
Detailed Description: Associate has completed course multipies imes. Computer has been

B
@) rebooted multiple tmes and software is up to date

Stil will not give associate course credit

TICKET COMMENTS AND LOG
Mar 6 2015 11:47AM - Robert J Steiner
Ticket assigned to CAT OWNER - 490 - Robert J Stainer. Assignment email successiully sentto Robert J Steiner
Mar 6 2015 11:25AM - _
Ticket opened - Route to CAT OWNER
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5. Type the resolution response in the Add Resolution text field. Review your response for correct

spelling and content accuracy.

6. Answer the Ratings Questions. For most Tickets, you should answer “Yes” for (1) and “No” for

(2).

7. Click Close ticket.

HELP TICKET LOGOUT

INBOX | TOOLS | CREATE A TICKET BACK TOLIST | PRINT | HELP

AL mman

- A f ubon an 0 -
+ Assign tcvet « Change category / r
. narshi o Ask N 13 - n

now. However, we recommend she only takes it on a Training PC with the
right elearning software from start to finish, or she risks getting the
same error again (starting on a non-Training PC and then moving to a
Training PC will not resolve the error).

(?) We reset the course for your associate, so she should be able to run it
SN’

Link Nome (What the sender will see):

URL (Ex: http//) — URL will not be displayed

(6 J*| RATINGS QUESTIONS:

1) Did the onginal question have all the required information to provide a response? * YES NO

2) Could the ticket creator have found the information using local or existing resources without submitting a help
el ticket? . YES * NO

(D > | Close Ticet

‘
Submit By: Submit Date: 03062015
Job Code: Job Type: HR Lead
Location: Format: KMART
Status: OPEN Assigned To: CAT OWNER - 490 - Robert J Steiner
Closed By: Closed Date:
Category: Training

Sub.Category: LeamYourWay
Brief Description: Training not logged as completed

Detall Description: Enterprise ID-1. Ihurst
Associate Name: Laura Hurst
Course Name-1: Sears Card Payments 100924
S AAAAAAAA A AN AAAANAANANANN
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8. Your response will display in the “Ticket Comments and Log” section.

9. Click the Inbox link at the top to return to the main Help Ticket page.

HELP TICKET LOGOUT

INBOX TOOLS | CREATE A TICKET BACK TO LIST PRINT HELP

©

« Reooen sciat

The ticket was successfully closed with your resolution. An email was sent to the ticket submitter, when possible,
Emails are not sent to those who submit on behalf of stores,

TICKET DETAIL - TICKET NUMBER 4826072

Submit By: Submit Date: 03062015

Job Code: Job Type: HR Leag

Location; Format: KMART

Status: CLOSED Assigned To: CAT OWNER - 480 - Robent J Steiner
Closed By: Rovent J Stainer Closed Date: 03062015

Category: Training

Sub-Category: LeamYouriéay

Brief Description:  Training notlogged as completed
Detall Description: Enterprise ID-1° Inurst
Associate Name: Laura Hurst
Course Name-1: Sears Card Payments 10924
Enterptise 10-2
Assotiate name-2
Course name-2
Entecprise ID-3
Associate name-3:
Course nama-3
Enterptise 10-4
ASsS0Ciate name-4
Course name-4
Entacprise I0-5
Assotiate name-5
Course name-5.
Detailes Descripgon. Associate has completed course multples Smes. Computer has been
rebogted muitipie times and sofware is up 1o date

S8l will not give associate course credit

RESPONDER RATINGS:

1) Did the onginal question have all the required information to provide a response? YES

2) Could the ticket creator have found the information using local of existing resources without submitting a help
ticket? NO

TICKET COMMENTS AND LOG
Mar 6 2015 11:58AM - Robert J Steiner
Tickat Closed
Mar 6 2015 11:58AM . Robert J Steiner
Resolution
W reset the course for your 2s$0Ciath. 30 she ShOLI D aBIe 10 run itNow, HOwWever, we recommend she only takes it
on a Training PC with the right eLeaming software from start to finish, or she nisks getting the same error again {staring
o a non-Traning PC and then moving 1 3 Training PC will not resoive the ervor).

Also. please be aware hat the Tralning PCs tme out afler just 2 minutes. If a coursa (s longer than tat, you have o
MAve the Mouse around *at 16ast ONCe evary WO MINLIes” 10 ensure at you 40 NOL gat kicked out of LYW and 10se your
compleson. The time-out is for $ecunty PurPOSEs. We are working with the SUDPOM teams 10 INcrease this time-out limit
Please ensure your associates follow Me 1ps atthe link below when t3hing LeamYourivay courses

hip Meamingportal intra searshe. comAralningAyw_docs/TIPS_for_LYW_tourses-
try_BEFORE_opening_Help_Ticket pof

Thanks. Rob
SAAAAAAALAAAASAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAALAAAAAAAY
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Reset a LearnYourWay course

Follow the steps below if you are assigned a Help Ticket in which a user requests a course reset.

1. Log

2. Clic

on to LearnYourWay and click the Admin tab.

k the Users button.

@

SEARS HOLDINGS

) y L
= ! g

Home Users Performance Learning Content Commerce tem Admin
l Search: [EmarKeywomsozCommana | |Go)|

Welcome

Welcome to SuccessFactors Administration

New to SuccessFactors Administration? We have provided a brief tutorial to h
Watch the Tutoria @

N\

3. Enter user’s search criteria, and then click Search. Search criteria can be either a full name or

use

§
3
4
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A NI

A

r's 11-digit Employee Number.
sovet saarc304 ©

Eonter & vatun 7 qucn Band S you weet 50 600 £5 M pour maarch Some Seids siow (V0 Sect Yoo & Mt of vetes. Yiou San s aad

O radet Sedrch e o Sy el pour sturch

Case sevmilive search Yo @ %o

Usax D s -

Lars! Name Compwn v s

Tt Nowve Carturn v rooer|

Mictin initial Contirn hd

Hece 5O Canirn -
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4. Click the user’s User ID link in the Search Results at the bottom.

Users Serch 1@

Sewcn > Search Retubs Saves Sewstes ©

Enter 3 vaioe for ach fied that you want i Luse 10 itier your seasth. Some feids akow you to select from a st of vakes. You can
50 33 O 1EENOVE S6AMT CrEEFL 10 ANer refing your search

Search Save As Reset

Search Save As Reset 4

Fiedd Chooses O Download Search Results it

Send Notdfic ation

axmym Istemer.  [saeon |a [Yes iu. lskosoz |
Rceear | ™ | I |

Talect Al 1 Daseect A8

Send Notdication

|
a
|
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LearnYourWay Support Tasks



5. Inthe “Assigned Items” section, locate the course that the user is having trouble with and click
the title. Find the Object Details link beneath the title, which indicates the user has started, but

not completed the course (course titles without an Object Details link have not been started by

the user and do not need a reset).

4 Search Results
& ROBERTJ STEINER

Active: Yes
M J
Last Name: STEINER
Position:
*Domain: Sears Holdings Corp (SHC
Primary Supervisor:
Plateau Talent Gateway Access: No

View All @

Related More @ Assigned ltems O View | Needs v | SortBy | ttem v |

e = iy

Items Completed

Curricula 2010 Gasoline Storage and Handling 10082 Robent J Stelner
Competency Profiles Object Details

Competencies

Sl Assignment Profiles

2015 SHC Code of Conduct Acknowledgement CCS15-COC-REGA System AP

Performance Enablement at SHC PerfEnab101 System AP

SAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAASAAAAAAAAAAAA LA A
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6. Go to the Related section on the left and click Online Content.

[l 2010 Gasoline Storage and Handling
Description: @

Tma course describes policies and reg: ents our Company has establishad for handling gasoling. You will leam how o safely rem
spilis

Self Registration: o
Active: o

*Domain: COMPLIANCE (COMPLIANCE)
Approval Required: 1o

Credit Hours:
View All @
Related More @ Online Content 1N

Assignment Profiles Title

Segments
(6) — T
Catalogs
Competencies
Curricula
Prerequisites
Subject Areas
Substitutes
Scheduled Offerings

Tasks
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Click and drag the small dots icon to the left of one of the lesson titles just enough so that

the Save button displays in the lower left corner of the screen. Do not change the order of the

lessons. You just need to drag the dots a little bit to simply move them.

Click Save when it displays.

[7) 2010 Gasoline Storage and Handling

CRSE 10082 (Rev't -8, — & Actions
Description: @ Assign
{ Cor vy ha 2010 N e You
S DALolne, NGOG WNH Persenal Pr quipment | Cover Page pnactivo) oo AR
Cover Page (Inact..
e ¥ Send Notification
ow In Catalog: Yes
AICC Export
Classification: Onine =
*Domain: COMPLIANCE (COMPLIAN Approval Process: Pt
Approval Required: ‘o Assign. Type:
Credit Hours: Contact's Email:
View All &)
Related More @ Online Content o | semoss |+| @ Available for launch % ' *
Assignment Profiles Title E: Or.. D d Remove
Segments :
: s Ziores pedjiecticy, Mo, = Romore s
.
B [D) 2010 Gasolne Starage and Handling ~ o
/.\ Catalogs 4
Q/ Competencies
Curricula
Prerequisites
Subject Areas
Substitutes
Scheduled Offerings
Tasks
Save Cancel

9. Click Yes in the Warning pop-up.

Warning

There are Usars who kave boen asaioned this
tern. You must reassion it Jar them o see
your changes, Fyou cootinue, your changes
will be saved, and you may then sesect which
Uses 10 whom 1ha em will be reassignad

Neta: Reassignment of this itam jon tha maxt
raga) wil causa Users to losa a3l of thair

progress an this itam

De you wan te cortinue?

Yes Hin
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10. Navigate through the View Users to Reassign window until you find the name of the user you

want to reset. Click the Next/Previous links; or enter an exact page number in the Page field at

the top and click Go.

11. When you find the user’s name, click the Reassign checkbox next to his/her name and then click

Finish.

Records per Page
User ID

210

010

010

410

910

110

610

710

Records per Page

15

15

View Users to Reassign

Select all the Users of the search results

¥ iPage 10213 4 «Prevous
User Name
PARH,
PATRI
PENR
POUN
POWC
PRICE
ROBIN
ROCH
RYSSI
SHEIK
SHEP|
SMITH
SOKO
STEIN
SUARI
Y Page 11 23 4 Previcus

Nests (52 sotal records)
Item Status
STARTED
STARTED
STARTED
NOT STARTED
STARTED
STARTED
STARTED
STARTED
STARTED
NOT STARTED
STARTED
STARTED
STARTED
STARTED

Nexty (82 sotad records)

Page :

Finish
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12. Click the “X” icon in the upper right corner of the Confirmation window to close it.
//—\\

: T 12 )
{s ool

Confiemation

13. Go back to Help Ticket and send the following response, substituting the correct pronouns

where appropriate:

We reset the course for your associate, so he/she should be able to run it now. However,
we recommend he/she only takes it on a Training PC from start to finish, or he/she risks
getting the same error again (starting on a non-Training PC and then moving to a Training PC

will not resolve the error).

Also, please be aware that the Training PCs time out after just 2 minutes. If a course is
longer than that, you have to move the mouse around *at least once every two minutes* to
ensure that you do not get kicked out of LYW and lose your completion. The time-out is for

security purposes. We are working with the support teams to increase this time-out limit.

Please ensure your associates follow the tips at the link below when taking LearnYourWay

courses:

http://xxx.xxx.com/training/lyw_docs/TIPS_for LYW _courses-
try_BEFORE_opening_Help_Ticket.pdf
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Unlock an exam after too many attempts

Sometimes LYW exams limit users to a specific number of attempts that they can make without passing.

When users reach this limit, the exam “locks” and will need to be opened by an LMS Admin.

1. Follow steps 1-4 in Reset a LearnYourWay course and then return to step 2 below.

2. Find the “Learning Plan” section and locate the course that the user is having trouble with. Click

the Object Details link beneath the title.

3. Find the exam title and view the “Has Access” column. If it says “No”, click the exam title’s link.

For example, the exam title below is “Chainsaws and Blowers Post-Test” and its Has Access

setting is “No”.

Object Details

Item Type: CRSE
Item ID: 5102
Revision Date: 4/24/2013 11:31 AM America/New York

Revision Number: 1
View Item Objects

Number of Failed Attempts: 0

Objects

BCrm"aa ws and Blowers Post-Test

@& )
L) Chainsaws and Blowers Post-Test

e % >
L1 lteration 1

Global Objectives for this Course
There are no global objectives for this Course.

Type

Exam

Exam
Iteration

Completed
No

No

No

(%]
Needs Has
Review  Access
No Yes
-
Yes

LearnYourWay Support Tasks
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4. On the next “Object Details” window, click the Has Access checkbox (which will be blank if “No”

displayed in the “Has Access” column in the previous window).

Object Details

Item Type:

Item 1D:

Revision Date:
Revision Number:
Object Type:

Object Title:

Edit Exam

CRSE

5102

4/2472013 11:31 AM Amenca/New York
1

Exam

Chainsaws and Blowers Post-Test

e

D

Finished:
Needs Review:
Complete:
Initial Access:
Last Access:
Total Times:
Total Time:

Exams

Last Iteration:
Exam Type:
Pass Grade (%):
Score (%)
Evaluation:

]
P

|7 as of Date:
4/72014 03:24 PM Amenca/New York
4/7/2014 03:24 PM Amenca/New York
1

N/A

1 No. Questions:
Exam Last Answered:
95 Answered:

0 Correct:
Incomplete

Return to ltem Objects

Apply Changes Resat

Apply Changes Reset

5. Uncheck the Finished checkbox, if it is checked.

6. Click Apply Changes.

7. Send the following Help Ticket response:

The system locked that course because your associate exceeded the allowable number of
attempts without passing ([number] attempts). We’ve unlocked the course, so he should be

able to access it now. However, the system will only allow ONE MORE attempt. If he does not

pass on this last attempt, the course will remain incomplete on his record.

LearnYourWay Support Tasks
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Mark a lesson complete (“give admin credit”)

IMPORTANT: Only give mark a lesson complete after you receive approval from the course’s business
owner. Some businesses do not want associates receiving “admin credit” due to legal compliance
reasons.

1. Follow steps 1-4 in Reset a LearnYourWay course and then return to step 2 below.

2. Locate the lesson in the “Learning Plan” section that you want to mark complete and click the

Object Details link beneath its title.
3. On “Object Details”, click the lesson title link.

i Object Details - £

item Type: CRSE
lem 1D CCS14-08022A
Revision Date: 3122014 0551 PM AmernicaMew York

Revision Number. !

View ltem Objects 9

Numbar of Falled Attempts: 0

Noads Has
Tyes Compisted Reviaw ACOR35

B 2014 susenses stunow o No Y

< ¢ Bus g Stardorae ) Conlant No No Yes

Gilobal Objectives lor this Course

Tharn are N0 gobal ctciives for s Courne

Otjects
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5. On the next “Object Details” window, click the Complete checkbox and then click Apply

Changes. You will see today’s date/time display in the field next to it.

[ =

Retum to item Objects

Edit Content Object

Apply Changes Fazat

Has Access v
Finkshed
Neads Raview

Complete! ‘ 7 238 of Date: (Cuvent Dake ’
Initzal Access »

Last Access D314 07 57 AM femencaNers York
Total Times 1

Total Time ré&

Score (%)

Apply Changes Resst

6. Click the Return to Item Objects button at the top.
7. If the course has multiple lessons listed, perform steps 4 thru 6 for each lesson.
8. Once all lessons are marked complete, close the “Object Details” window.

9. The course now shows “complete” on the user’s Learning Plan.
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