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[bookmark: _Toc224218013]How to Login
A Microsoft Dynamics 365 license has been assigned to each individual user.  When you select the link provided, access is gained via your Microsoft Online account.   
Note: The SKRH will display a timeout warning after 25 minutes of inactivity, and will automatically timeout at 30 minutes of inactivity, after which you will need to login again.  A best practice is to exit the tool during lunch break and re-login to prevent automatic time-out during a call. 
[bookmark: _Toc224218014]Navigate the Knowledge Search App Home Screen
The following screen will display by default each time you access the Knowledge Search App and is also referred to as the ‘Home’ screen.
[image: Left panel (labeled A) runs vertical to the search panel (labeled B) in the centre and the articles panel (labeled C) on the far right.
]
A. Navigation Panel (Left Menu)
· Home: select this icon to return to this view.
· Recent: only the articles that have been searched for using the Index search method will appear in a list here.
· Pinned: pin articles from your Recent list to use for immediate or short-term use.  Important note: when you ‘Pin’ an article, you are pinning that static version.  If an update is made to the article, it will not reflect in the Pinned version.
· Knowledge Search: this search method will be selected by default upon login.  Use this option to search for articles using a keyword (see instructions below).
· What’s New: select this option to view articles that have been recently added or updated within the last 30 days.  Only new or updated articles related to the business line or unit you handle calls on behalf of will appear here.  Articles will appear in alphabetical order.  Use the letters of the alphabet at the bottom of the window or enter a keyword in the ‘Filter by keyword’ field, to search for a specific article.
· [bookmark: _Toc125110472]Index: The Index contains a complete, alphabetized list of all the published articles related to your line(s) of business and can be used as an alternate search method to ‘Knowledge Search’.  See instructions below for how to use the Index search method.
B. Knowledge Search Panel (Centre Panel)
· The ‘Search articles’ field is where you will enter a keyword or article number to search for an article.
· Any article matching the keyword or article number will preview in this panel with the most relevant article at the top. 
C. [bookmark: _Toc125110473]Article Panel (Right Panel)
· This panel will remain blank until an article is selected from the Search Results list.  The contents of the article will display, however the article properties (i.e., keywords attached to the article, version number, etc., will not display).
[bookmark: _Toc224218015]How to Search for an Article Using ‘Knowledge Search’
Each article added to the SO KM Resource Hub has been assigned a variety of keywords to help you quickly locate the most relevant article.  
1. In the ‘Search articles’ entry field enter a keyword associated with the topic.  The search engine will retrieve all articles containing the keyword in the article title, description, or contents.  In addition, it searches the line of business name, Subjects and the keyword section.
2. All matching articles will display as a preview from most related to least related order in the Knowledge Search (centre) panel.  Each result will include:
· The article title,
· A preview of the contents of the article,
· The article number (which is automatically assigned when the article was created),
· Number of views,
· Number of positive feedback (i.e., thumbs up), and
· The date the article was last modified.
Note: if the keyword produces many results, select “show more” below the last article to reveal additional matches.
3. Select the appropriate article.
4. The article contents will display in the panel on the right-side of the window. 
5. To view the article in a full screen, select the ‘Pop out’ icon located in the top-left of the right panel.  The article will be displayed in a new browser window.
Note: an article number can also be entered into the ‘Search articles’ field instead of a keyword.
[bookmark: _Toc125727407][bookmark: _Toc224218016]How to Provide Feedback on an Article 
[bookmark: _Hlk125107312]Only articles retrieved using the Knowledge Search method will display the option to provide feedback.  Your feedback and your name will be sent to the Subject Matter Expert(s) for action.  The reasons you may want to provide feedback on an article include:
· suggest additional or alternate keywords be added to the article properties,
· report out-of-date or incorrect information, 
· report a broken hyperlink within the article, or
· make suggestions to improve the article.
Follow these steps to provide feedback:
1. At the bottom of the article, select the “thumbs down” icon.
[image: Graphical user interface asking the reader of the article if the article was helpful?  The reader is required to select thumbs up for yes, or thumbs down for no.] 
2. A ‘Comments’ textbox will appear.  Enter your feedback and select ‘Submit Comment’.
[image: Graphical user interface; if the reader selects thumbs down, this comments textbox will appear]
3. The textbox will close, and a confirmation message will appear.
[image: Graphic user interface.  Checkmark: your comments have been successfully posted.]
[bookmark: _Toc224218017]How to Search for an Article Using the ‘Index’
Articles retrieved using the Index search display the article content along with all assigned properties (such as keywords and version number), which are located at the bottom of the article.
There are two Index search methods available:
· by keyword, and
· alphabetically by title.
Note:
· Your personal settings (defaults) do not apply within the “Index” search, and
· There is no option to provide feedback on an article using this search method.
The key fields you will use to complete an Index search include:
A. ‘All’ and Alphabet menu
B. Keyword search field
C. Page numbers
D. ‘Back’ arrow to clear the search results and return to the main Index screen.
[image: Graphical user interface, Index search screen.  The letter A is highlighting the alpha menu, the letter B is highlighting the keyword text entry field, the letter C is highlighting the page arrow button and the letter D is highlighting the back arrow.]
Note: ‘See all records’ will display all published articles in alphabetical order with more articles displayed per page.
‘Index’ Search instructions:
1. Select the Index from the left navigation panel.  Articles have been alphabetized in this section by article title.
2. Search for an article by either:
a. Entering a keyword to filter the results in the ‘Filter by keyword’.  If not using an asterisk, then they keyword(s) entered will only be matched if they appear at the beginning of any of the following article filters: Article Public Number, Content, Description, Keywords, Owning Business Unit, Subject, Subject Filter Map, or Title.
Or,
b. Using a wildcard search to search the entire Index for an article containing a certain word (for example, using *licence will retrieve articles containing the word “licence”).  If using an asterisk, the keyword(s) entered will be matched to anywhere in any of the following filters: Article Public Number, Content, Description, Keywords, Owning Business Unit, Subject, Subject Filter Map, Title.  To clear the field and enter a new keyword, select the ‘x’ in the ‘Filter by keyword’ field.
Or,
c. Selecting a letter of the alphabet at the bottom of the Index panel.  Article titles beginning with that letter will display, with up to eight articles listed per page.  Move to the next page of results using the right arrow at the bottom-right of the window.
3. When you select the hyperlinked article title, the article will appear in the main window.  An Article Properties panel displays at the bottom of the article and contains keywords assigned to the article and any documents that are attached to the article.
4. To return to the Index, select the back arrow located at the top-left of the panel.
Note: Only articles assigned to your lines(s) of business will be searchable in the Index.
[bookmark: _Toc224218018]Customize Your Personal Settings: How to Narrow the Search Results 
Personal settings allow you to set longer-term preferences that filter your results automatically each time you search.  If you have SKRH permissions to more than one line of business, or your line of business has more than one subject and you would like to limit the search results to only certain subjects, follow these steps:
1. Select Personal Settings from the left navigation panel.
2. Select the ellipsis (or the three dots) next to the applicable filters. 
3. Select Preselects from the drop-down.  Toggle buttons will appear next to the options.
4. Toggle on the options that you would like to appear in your article search results.
5. Select Done where the ellipsis was.  The subjects that you toggled-on will be labelled “Preselected”.
6. Select 'Save' or 'Save & Close' to return to the previous screen.
Best practices for Personalization:
· Status: leave Published selected.
· Visibility: leave External and Internal selected.
· Modified on: leave All selected.
· Language: select English-Canada and English-United States.
[bookmark: _Toc224218019]Customize Your Search Results: How to Apply a Filter 
Filters allow you to do a one-off filter without changing the defaults, temporarily overriding personal settings when searching for an article.  A common use of Filters is when your line of business has multiple queues (for example, the Ministry of Finance queue is separated by multiple tax statues), you can apply a filter to narrow the search results by selecting one, or more, subjects as applicable.  However, there are many available options to filter search results by other than line of business or subject.
1. Select the filter icon located above the ‘Search articles’ entry field.
[image: The search articles entry field, with the filter button above, with a box around it.]
2. Select applicable filters as needed (e.g., Owning Business Unit; Subject Filter Map).
3. Select the filters you wish to appear in your search results.  Only the knowledge articles in the filters you select will appear in the search results.
Best practices for Filter by:
· Status: leave Published selected.
· Visibility: leave External and Internal selected.
· Modified on: leave All selected.
· Language: select English-Canada and English-United States.
Note: Once your customized search is completed, you can reset back to your customized Personal Settings by selecting a different tab, then back to the Knowledge Search tab (left menu) and/or select the ‘Clear All Filters’ icon to the right of Filter by (refer to image below).
[image: Filter by section.  The filter icon, resembling a funnel, is highlighted.]
[bookmark: _Toc224218020]Stay Organized Using My Favorites and Pinned Articles
My Favorites:
· This feature is best for saving articles for long-term reference.
· This feature saves the active link to the article.  This action is timeless and will always be the current published version.
· Up to 50 articles can be added here.
To save an article to My Favorites:
1. Select the “heart” icon labelled Favorite at the top of the article, or next to the article in the search results.
2. Select My Favorites from the top of the search results panel to display all the articles you have saved here.
To remove an article from My Favorites, select the “heart” icon again.
Pinned:
· This feature should only be used for immediate and short-term use.
· When you “pin” an article, you are pinning the static version only.  If an update is made to the article, it will not be reflected in the pinned version.
· Pinned articles may automatically expire from Pinned after one year.
· Up to 15 articles can be added here.
 To save an article to Pinned:
1. Search the article using "Index" search.
2. Open / view the article, it will now appear in your "Recent" folder (left menu)
3. Once in "Recent", select the "Pin" icon next to the article.
[bookmark: _Toc224218021]Troubleshooting
For a system wide issue or any other technical issue with the SKRH notify your Team Lead.  Depending on the issue, a ticket may need to be raised with the IT Service Desk.
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