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[bookmark: _Toc224296825]Important notice
Information that is relevant only for the interactive eLearning course has been omitted from the Full Text Version. You can view your transcript in LearnON after completion of this course for your certificate. This eLearning has been created to meet AODA standards, however, if it is not suitable for your needs, please contact BTU@ontario.ca.
[bookmark: _Toc224296826]Course Navigation
This information is only relevant to the eLearning course and has been omitted.
[bookmark: _Toc224296827]Welcome!
Welcome to your training on using the ServiceOntario Knowledge Management Resource Hub.  This module is designed for staff who use this tool to retrieve knowledge articles.  Throughout this module, the tool will be referred to by its acronym: SKRH.
This module will take approximately 25 minutes to complete.
[bookmark: _Toc224296828]About this module
This module will help you build the skills to navigate the SKRH with confidence, making it easier to quickly find the information you need. You will learn how to:
1. Search effectively: Use the Knowledge Search and Index to locate relevant articles.
2. Provide feedback: Submit feedback when you notice an issue or error in an article.
3. Stay organized: Use the My favorites and Pinned features to keep frequently used articles easily accessible.
4. Customize your experience: Adjust personal settings and apply search filters to refine and personalize your search results.
[bookmark: _Toc224296829]On the job resources
To support you on the job, all steps demonstrated in this module are also available in a written, step-by-step job aid.  The job aid is located in LearnON in the same bundle (165) as this eLearning module.
If you are accessing this module from outside of LearnON, ask your operations team for the most current version of the job aid.
[bookmark: _Toc224296830]Learning Checkpoint: Let’s Recap!
About this module: In this section, we have identified:
· How to navigate this module,
· What you can expect to learn, and
· Where you can find the job aid.
[bookmark: _Toc224296831]What’s Next?
Getting Started:  In the next section, we’ll discuss:
· What is the SKRH
· How is it organized, and
· How is if different from case management.
[bookmark: _Toc224296832]Getting Started: What is the SKRH?
It’s a knowledge management tool built directly into Microsoft Dynamics.  It’s used to create and share helpful information, called knowledge articles, so staff can quickly find accurate answers when they need them. 
Think of it as a digital library or a searchable FAQ system, designed to make reusable knowledge easy to access and simple to use. 
For example, an agent receives a question about acceptable ID for a health card application.  Instead of guessing, they search the SKRH for the official policy article to provide the correct information to the customer.
[bookmark: _Toc224296833]How are Knowledge Articles Organized?
Knowledge articles are organized by line of business.  You will only be able to access articles from the lines of business for which you have permission.
Each line of business may have more than one subject.  A subject is simply a topic category used to organize and group related knowledge articles.  It creates a clear hierarchy of topics and subtopics and helps users quickly narrow their search to find the right information.
For example, in the Driver and Vehicle line of business, each MTO manual has been placed in its own subject.  In the MOF line of business, the subjects are each MOF program.
[bookmark: _Toc224296834]SKRH versus Case Management: What’s the Difference?
Before we dive into how to search the SKRH, lets take a moment to clarify how it differs from the case management tools also in Dynamics.
SKRH: Our knowledge management system.  It’s where you go to find reusable information, like articles, step-by-step guidance, and answers to common questions.
Case Management Tools: Used by certain teams to track, manage, and resolve customer issues.  It’s focused on handling individual cases, not storing general knowledge.
[bookmark: _Toc224296835]Case Management Tools: Explained
On the job, you might be introduced to a few different, Dynamics-based, case management tools.  They each serve a different purpose.  You don’t need to memorize the details, just the main idea about each one.
[bookmark: _Toc224296836]Service Coordination Hub
This tool is used to handle and track customer emails and create and escalate cases received through the phone channel.
It also includes another area called the IRP (International Registration Plan), which is used to manage cases related to commercial carrier registration.
[bookmark: _Toc224296837]Internal Records Inquiry System (IRIS)
This tool is used to capture cases related to inquiries and escalations and generate reports. 
For example: An internal inquiry about a complex registration process is logged in IRIS. The case includes escalation details and is later used to generate a report for management review. 
[bookmark: _Toc224296838]Responsive Feedback Mechanism (RFM)
Used to log client compliments or complaints about inspectors for various ministry partners. 
For example: A Ministry Inspector attended a business for inspection. The business owner was impressed with the level of professionalism and knowledge. The Agent creates a ticket and sends to the appropriate ministry partner for review. 
[bookmark: _Toc224296839]SKRH versus Case Management: The Big Picture
Overall, case management tools are all about managing cases. The SKRH is different, it’s only for finding information. That’s what we’ll be focusing on in this module. 
[bookmark: _Toc224296840]Learning Checkpoint: Let’s Recap!
Getting Started: In this section, you have been introduced to:
· What is the SKRH,
· How it is organized, and
· How it different from case management.
[bookmark: _Toc224296841]What’s Next?
How to Search for an Article: In the next section, we’ll discuss:
· The two ways to search for an article: using Knowledge Search, or by using the Index.
[bookmark: _Toc224296842]Finding the Right Article When You Need It
In the SKRH, there are two simple ways to locate the information you need:
· Knowledge Search, and
· the Index.
Both options help you quickly access the right article so you can stay informed and confident on the job.  Whether you prefer typing in keywords or browsing by topic, the system is designed to support you in finding answers fast and efficiently.
Remember! No matter which search option you use, only articles assigned to your line(s) of business will be searchable.
[bookmark: _Toc224296843]Getting the Best Results with Keyword Search
To help you locate the right articles faster, here are tips for making your keyword searches via Knowledge Search more accurate and efficient.
[bookmark: _Toc224296844]Tip 1 Combine Keywords Strategically
Include a combination of keywords that clearly reflect your topic – such as the program or line of business, along with the specific subject (e.g., LTC eligibility or LTC admission).
[bookmark: _Toc224296845]Tip 2 Use Quotation Marks for Exact Phrases
Place quotation marks around specific phrases to search for an exact match.  For example, searching for “GAINS payments” will return only results containing that precise phrase, helping you avoid unrelated content.
[bookmark: _Toc224296846]Tip 3 Use Boolean Operators Effectively
Boolean operators will refine your search and control the results you get.  For example:
· Use the word AND to combine terms (e.g., “LTC AND eligibility”)
· Use the word OR to include alternatives (e.g., “LTC OR eligibility requirements”)
· Use the word NOT to exclude unwanted terms (e.g., “LTC NOT TGLN”)
[bookmark: _Toc224296847]Tip 4 Use Wildcards for Partial Matches
Use an asterisk (*) to capture multiple word variations that share the same root.  For example, typing app* will return results like application, applicant, applying and more.
[bookmark: _Toc224296848]How to Search
[bookmark: _Toc224296849]Knowledge Search
Each article added to the SKRH has been assigned a:
· variety of keywords, and
· a unique article number.
Both can help you locate the right article when you need it.
[bookmark: _Toc224296850]Video demonstration using Knowledge Search
The screen displays the Knowledge Search App dashboard.
The mouse moves to the left menu and selects Knowledge Search.
The cursor selects the search knowledge articles field and types bizpal.
A list of matching articles appears below.
The mouse moves downward and clicks the article titled BizPaL.
The article contents display in the content area on the right.
The mouse glides to the pop-out icon at the top.  If you prefer, you can display the article in a full screen by selecting the pop-out icon located at the top of the article.
[end of demonstration]
[bookmark: _Toc224296851]Index
Articles that are retrieved using the Index search method will display the article contents plus all the properties that have been assigned to the article, such as: keywords, version number, etc. located at the bottom of the article.
[bookmark: _Toc224296852]Video demonstration of using Index Search
The screen displays the Knowledge Search App dashboard.
The mouse moves to the left menu and selects Index.
The cursor moves to the Filter by keyword search field on the far right.  If not using an asterisk, then the keyword(s) will only be matched if they appear at the beginning of any of the filters listed.  Filters are:
· Article Public Number
· Content
· Description
· Keywords
· Owning Business Unit
· Subject
· Subject Filter Map
· Title
If using an asterisk, the keyword(s) will be matched to anywhere in any of the filters listed.
Bizpal is entered in the Filter by keywork search field.
One matching article is displayed.
The mouse moves toward and select the hyperlinked article title.
The article contents display in the content area below.
The window is scrolled through the article content to the bottom panel.
The mouse selects the back arrow to refresh the search, and then moves to the Alphabet at the bottom of the window.  The mouse selects the letter B.  A list of article titles that begin with the letter B display.  The mouse selects the article title: Bizpal from the list.
Article properties are displayed at the bottom, and contain keywords assigned to the article and any documents attached to article.  
[end of demonstration]
[bookmark: _Toc224296853]Learning Checkpoint: Let’s Recap!
How to Search for an Article: In this section, you have been introduced to:
· the two ways to search for an article: using Knowledge Search, or by using the Index.
[bookmark: _Toc224296854]What’s Next?
How to Provide Feedback: In the next section, we will discuss:
· how to provide feedback on a knowledge article and the reasons it’s important.
[bookmark: _Toc224296855]Article Improvement Starts With You
The option to provide feedback on an article is available only for articles retrieved using the Knowledge Search option.
When you submit feedback on an article, your feedback and your name are forwarded to a subject matter expert (SME) for action.
[bookmark: _Toc224296856]Providing Feedback: Explained
[bookmark: _Toc224296857]Why Should I Provide Feedback?
The reasons you may want to provide feedback on an article include to:
· Suggest new or alternative keywords
· Flag outdated or incorrect information
· Report broken hyperlinks
· Make suggestions to improve an article
[bookmark: _Toc224296858]How to Provide Feedback
Providing feedback is simple.  Select the Play Video button to review the steps for providing feedback.
[bookmark: _Toc224296859]Video demonstration: How to Provide Feedback
The Bizpal article is displayed.
The mouse moves to the bottom of the window and selects the Thumbs down icon.
A comments field displays below.  Ensure you enter your feedback.
The feedback: “Broken link in first paragraph” is entered.
The mouse selects the Submit Comment button.
A confirmation message displays: Your comments have been successfully posted.
[end of demonstration]
[bookmark: _Toc224296860]Learning Checkpoint: Let’s Recap!
How to Provide Feedback: In this section, you were introduced to:
· How to provide feedback on a knowledge article and the reasons it’s important.
[bookmark: _Toc224296861]What’s Next?
Stay Organized: In the next section, you will learn how to:
· Use My Favorites and Pinned features to keep frequently used articles easily accessible.
[bookmark: _Toc224296862]Staying Organized
There are two ways to save articles for quick reference in the SKRH:
· My favorites, and
· Pinned.
Both help you organize content – but serve slightly different purposes.
[bookmark: _Toc224296863]How to Organize Articles
[bookmark: _Toc224296864]My favorites
When you “heart” an article, you are saving the active link to that article in My favorites.  This action is timeless and will always be the current published version.
· Best for long term reference.
· Add up to 50 articles.
[bookmark: _Toc224296865]Video demonstration of How to add an article to My favorites
The BizPal article is selected and displayed in the content panel on the right.
The mouse moves from the middle of the article to the “heart” icon at the top of the article and selects it.
The mouse moves to select the My Favorites tab to display all articles saved here.  One article displays under My Favorites titled Bizpal.
To remove an article from My Favorites, select the heart icon again.  The heart icon is in the top-right corner of the panel, to the right of the article title.
[end of demonstration]
[bookmark: _Toc224296866]Pinned
· Use for immediate short-term use.
· When you “pin” an article, you are pinning that “static version”.
· Important: if an update is made to an article you’ve previously Pinned, you will need to unpin the article and re-pin the updated version.
· May automatically expire after one year.
· Add up to 15 articles.
[bookmark: _Toc224296867]Video demonstration of How to Pin an Article
Search for the article using Index search.
The hyperlinked Bizpal article is retrieved using index search.  The mouse selects the hyperlinked title.
The article will now display under Recent.  Recent is a heading with a drop-down in the left panel.  The mouse selects the down arrow next to Recent.  The Bizpal article title is the first article displayed in the list.  The mouse hovers over the Bizpal article title and a pin icon displays to the left of the title.  The mouse selects the Pin icon and confirmation text: Added to Pinned displays. The article will now appear under Pinned.
The mouse selects the down arrow again next to Recent and collapses the list of recent articles.
The mouse moves downwards to the next item in the left Panel: Pinned.  The mouse selects the Pinned items down arrow.  The article Bizpal is the only article listed.  To unpin an article, select the Pin icon next to the article title.
[end of demonstration]
[bookmark: _Toc224296868]Learning Checkpoint: Let’s Recap!
Stay Organized: In this section, you were introduced to:
· How to use My favorites and Pinned features to keep frequently used articles easily accessible.
[bookmark: _Toc224296869]What’s Next?
Customize Your Experience: In the next section, you will learn:
· How to adjust your personal settings and apply search filters to refine and personalize your search results.
[bookmark: _Toc224296870]Customize Your Experience
You can customize what appears in your search results using two ways:
· Personal settings, and
· Search Filters.
Personal settings allow you to set longer-term preferences that filter your results automatically each time you search.
Search filters let you temporarily hide articles from specific subjects you don’t want included in your current search.
[bookmark: _Toc224296871]Customize Your Experience: The Big Picture
Before changing your Personal Settings or Search Filters, it’s important to remember that:
· articles are first organized by line of business, and you will only be able to retrieve articles for the line(s) of business you have permission to access, and
· within each line of business (where applicable), content is further grouped by subject.  For example, if your line of business includes multiple queues, each queue may display as a separate subject.
[bookmark: _Toc224296872]How to Customize Your Experience
[bookmark: _Toc224296873]Personal Settings
If you change your default personal settings, they will be your default settings until your needs change.
A reason why you might change your default personal settings is if you have permission to more than one line of business, or your line of business has more than one subject.  For example, an agent who has access to three lines of business, may choose to temporarily narrow their access if they know they will be handling calls for a specific queue for a period of time.
[bookmark: _Toc224296874]Video Demonstration of changing Personal Settings
The Knowledge Search app screen is displayed.
The mouse moves to the left to select Personal Settings from the left menu.
The Personalization screen is displayed.  Select the three vertical dots next to the Owning Business Unit menu.  The mouse selects Preselects from the drop-down.  Toggle buttons display next to each subject.  Toggle on the choices that you would like to be included in your article search results.  The mouse toggles on the AIDA business unit and AODA business unit.  The mouse moves upward and selects Done.  The two subjects toggled on are now labeled Preselected.  The mouse moves to the top of the Personalization window and selects Save & Close to return to the previous screen.
[bookmark: _Toc224296875]Search Filters
You can use Search Filters when you need to do a one-off filter without changing the defaults.
This way, you can temporarily override personal settings when searching for an article.
Select the Play Video button below to review how to locate and use the Search Filters.
[bookmark: _Toc224296876]Video Demonstration of changing Search Filters
The Knowledge Search App dashboard is displayed.
In the centre panel used to enter keywords, the mouse moves to the filter (funnel icon) and selects it.
A Filter by menu displays in the centre panel below, with the following options and best practices:
· Status: leave Published selected.
· Visibility: leave External and Internal selected.
· Modified On: leave All selected.
· Language: select English – Canada and English – United States.
· Owning Business Unit: can be modified based on user needs, based on line of business access.
· Subject Filter Map: select specific subjects to modify your search.
After completing the search, select the clear filter icon located at the top of the Filter by panel.
[bookmark: _Toc224296877]Learning Checkpoint: Let’s Recap!
Customize Your Experience: In this section, you were introduced to:
· How to adjust your personal settings and apply search filters to refine and personalize your search results.
[bookmark: _Toc224296878]What’s Next?
Knowledge Check: In the next section, you will:
· Complete a short, ungraded quiz to check your understanding.
[bookmark: _Toc224296879]Knowledge Check
1. When searching for a knowledge article using Knowledge Search, which of the following statements is true?
a) Only article titles can be searched.
b) You can search using keywords or an article number.
c) Articles will only display if the keyword appears in the article’s first paragraph.
d) Knowledge Search can retrieve articles from all lines of business, regardless of your permissions.
Correct Answer: B
Feedback: Knowledge Search looks for keywords and article numbers assigned to an article and shows the most relevant match at the top.
2. Which of the following is an appropriate reason to submit feedback on a knowledge article?
a) You want to request access to a new Line of Business.
b) You think the article should be moved to the top of the search results.
c) You notice out‑of‑date information or a broken link.
d) You are unsure which subject an article belongs to.
Correct Answer: C
Feedback: The feedback feature is for reporting issues like errors, outdated information, missing keywords, or broken links.
3. What is the best way to save an article you expect to use frequently over a long period of time?
a) Pin the article using the Recent folder.
b) Bookmark the article in your browser.
c) Add the article to My Favorites.
d) Re‑search it each time using Knowledge Search.
Correct Answer: C
Feedback: My Favorites is the ideal long-term storage option and can hold up to 50 articles.
4. What is the main difference between personal settings and search filters?  
a) Personal settings change your default search experience, while search filters apply only to your current search.
b) Search filters can modify Line of Business permissions, but personal settings cannot.
c) Personal settings allow you to search across all Lines of Business automatically.
d) There is no difference; both features permanently change your search results.
Correct Answer: A 
Feedback: Personal settings act as your default preferences, while search filters help you temporarily narrow results without adjusting those defaults.
[bookmark: _Toc224296880]Congratulations!
You have completed the module.
[bookmark: _Toc224296881]Survey
Please complete our survey.  Your feedback is important to us.
