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Introduction

The HP Adoption Readiness Tool (HP ART) is an innovative authoring tool that allows
consultants and clients fo create customized training, documentation, and support content,
whether starting with HP pre-built content or creating new material. As a single source, multiple
output, object recognition technology, HP ART dramatically reduces content development time and
improves software adoption.

This guide contains step-by-step instructions for some of the common tasks that you perform when
using HP ART. This guide is designed as a supplemental support document only and is not
infended to be a replacement for training.

For additional information about ART and ART Training and Services, contact your HPSW Sales
Representative today or contact hpsoftware.art@hp.com for further information.

This document is updated based on consumer feedback. Please check the Software Support
Online (SSO) HP Software to ensure you have the current version.
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HP ART Project Directory Structure

An HP ART course is comprised of several modules. This type of design enables you to
modularize course content and it supports the automatic website generation process.

You generate many different types of files as you create content using ART. Prior to content
creation, you should establish a folder structure on your local computer to organize your files. You

should create a folder named C:\ART\ with the structure described below.

4 ART
4 ART_Project
images
4 published_content
COUrses
simulations
website
4 SOUrCE
01_intro
02_module_name

Common_Elements

Folder

Description

ART_Project

Main folder for each ART course. Name the folder
to match your project title.

images

Folder for any images used in the course. You might
want to create sub-folders for each module.

published content

Use as the outbox location when publishing

courses courses, simulations/job aids, and the website so

simulations that you can view locally.

website The published simulation job aid file is linked to the
course file.
Note: For organizational purposes, you might
want o create sub-folders for each module in the
simulations sub-folder.

source Holds sub-folders for each module in the course.
01 intro

02_modulle_name
0x_module_name

Each folder holds the elearning course file (*.ulc)
and the recordings (* . udc) files for that specific
module.
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Folder

Description

Common_Elements Use this folder to store objects that you use in

multiple projects. For example, standard images,
course shells, and templates. You should regularly
back up this folder with the content folders.

The image below is a sample of the folders and files you download when you purchase an ART
course. You should store the original content in a safe location and copy the needed source files
to your new ART project folder.

output

source

¢y art5_sm9-3_2013_08

[%3 ART5-2 HP ART Template

T ARTS-5M9-3_CourseQutline

"% ReadMe_ART5_SM83-3_2013_08_Content
1 ReleaseMotes ARTS_S5MS-3_2013 08
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Launch HP ART

e From the Start| All Programs menu, select HP Adoption Readiness Tool:

| Grail Backup U

| Google Chrome

. HP Adoption Readiness Tool

1 HP Adoption Readiness Tool Resour
D Hp Adoption Readiness Toaol
. Intel PROSet Wireless

| Internet Explorer

. Java

| Java Developrment Kit -

e The quick start window is displayed. Select Launch editor.

™ ART

Adoption Readiness Tool
Prwizred by ANCILE Solubinne™ He uvide

Fleose select on action from the following:

‘ e Recent Documents

CA\_NOZ2_apply-interaction-template_sm%-30.udc
‘ Open local

CA N2 log-interactions-ess_sm%-30.udc

memen =iy CAUND2_service_desk\N02_service-dask_sm?-30.ulz

CA\_NOZ2_register-new-interactions_sm?%-30.udc

[C] Don't show this windsw again.
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The HP ART Editor is displayed.

@ HF Adoption Readiness Tool™ — Powered by ANCILE Solutions™

SRS Home Inzert Translations Wiew
i < Cut . | @ | = = *E 3E | MFind QySelect Al
[T Copy o = = Undo Delete
e 0% | BIITU[-R[F[A] [EZ= | Jue Xow
(" Redo @@ Properties
Clipboard Font Faragraph Editing
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HP ART Recordings

Using HP ART, you can record a task of a software application and publish that single recording
to multiple output mode, including:

e Show Me (Demonstration)

e Try Me (Practice)

e Quiz Me (Non-graded assessment)

e Test Me (Graded assessment)

e Documents (Job Aids, Test Scripts, Work Instructions, and so on)

This section provides information about the most common tasks performed when working with
HP ART recordings.
Before You Begin Recording

Before you begin recording a task using HP ART, validate your screen resolution and the HP ART
recording options settings:

Validate Screen Resolution

For best recording results, ensure that your laptop or desktop screen resolution is set to
1024x768 while you are creating the recording. You may return to your normal resolution
when editing.
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Validate HP ART Recorder Options Settings

©BD D W QL

Home Insert

Save
Save As.,
Open
Close

Document Properties.

Print

Publish

Exit

Select File | Preferences from the HP ART main menu.

@ HPF Adoption Readiness Too™ — Powered by ANCILE Solutions™

Translafions View

Recent Documents
CA.N02_apply-interaction-temnplate_sm9-30.udc
C\.\02_log-interactions-ess_sm9-30.udc
C:\.\02_service-desk_sm9-30.ulc
C\.\02_register-new-interactions_sm3-30.udc
C:\.\Documents\ART 5.2\test_course.ulc
C:\MART UnitedHealth\uhg_demo.ulc

4 C:\MART UnitedHealthcare\uhg_demo.ulc
Cih.hsource\01_intro\hp_artulc
CA.Asource\01_intro\juli_recording.udc
C\.\92_search_requests_en-US.udc

D

“abc

Spellcheck Options

x Preferences

- General

- Audia

i-- Document Editor
s Simulation Editor
+-- Filters

i~ Course Editor

i-- Manage Local Templates

- Manage Local Custom Skins

~H ber
-] Recorder

Recorder

[] Abways use deskiop screenshot in the Document editor
Always use desktop screenshof in the Simulation editor I

[7] Enakle interaction with SAP Scripting (for SAP Windows GLUI
context-sensitive help)

Recording mode:

| Active Window v

Recorder Html Copture Mode:

| Enfire Browser Window v

Audio

Recording Quality:
| High .

Within the Preferences pane, ensure that the following settings are enabled and click
the OK button:

Preferences xX
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Create a New Recording

e Select File [ New... from the HP ART editor main menu.

@ HF Adoption Readiness Tool™ - Powered by ANCILE Solutions™

TR Home Insert Translafions View

Recent Documents
C\..N02_apply-interaction-template_sm9-30.udc

W

CA.M0Z_log-interactions-ess_sm2-30.udc
CAAD2_service-desk_sm3-30.ulc
C\.M0Z_register-new-interactions_sm3-30.udc

Open b

e Within the New window, populate the required fields and click the OK button.

1. File name: The name of the task that you are recording. Do not use spaces or
capitalization.

2. Type: Select Recording.

3. Template: Select the HP ART Template.udt file.

4. Language: Select your local language.

5. Llocation: Browse to the location where your recording file should be saved.

MNew... x

File name: 3 Type: 2 '
| web_client_login ‘ | Recording -

Template:
ART3-2 HP ART Template.udt 3 '

Language: a4 '
| English [United 5tates) [en_LUS] w

Location: 3
|

| CMNARTWEMS-3NsourceM\01 _introduction
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e When you click the OK button, the HP ART editor window is minimized and the HP ART
Recorder window is displayed:

@ HF Adoption Readines Too™

om > Ew &l -0

1

Stop

Undo/Redo
Record

"_P'a used

e Launch the software application that you are recording and maximize the window. Ensure
that you are ready to perform the task in the application. For example, ensure that the
appropriate starting screen is selected in the application.

e When ready, click the Record button and wait for the recorder to initialize. The text
Recording... is visible in the lower left of the recorder window when ready.

@ HF Adoption Readines Too™

ne>cEw & eiw-o

IRecording...I
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e Begin performing the task in your application. As you are recording the task, the steps
populate within the HP ART recorder window.

@ HF Adopfion Readiness Too™

nm - m@qmmv

4 Service Manager

1. Click the Service Desk lobel. Service Desk

2. Click the Register Mew Interaction lobel. Register New Interaction
4 Regisier New Inferacifon

3. Click the Contact text box.

4. Type Jos Smith in the Contact text box.
5. Click the buiton. |w

4. Click the Email link. Email

uﬁecnrding...

Steps are captured based on actions (mouse clicks, typing, and so on), not time. For
example, if a screen has a long loading time, this delay is not captured in the recording.
Be patient and wait for the screen to refresh before performing your next action.

You can use the Pause, Undo, and Redo buttons within the toolbar to control your
recording session:

' Pause: Use the Pause button at any time to suspend the recording. For example, if
you get distracted with a phone call or if the application is not behaving as expected.

! Undo: Use the Undo button to remove steps from the recording step window, for
example if an error message is generated or if the application does not behave as
expected. Simply pause the recording and click the Undo button to remove the steps. You

can then set the application back to the previous screen and begin recording again.

€ Redo: Use the Redo button if you accidentally undo a step.
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When you are finished recording the task, click the Stop button | ™ to return to the
editor.

@ register_new_interaction ude - HP Adopfion Readiness Teo™ — Powered by ANCILE Solutions™

U Home Insert  Tramslations  View @ -

i [ Sor=aaama | & B (00O

M) Copy =
Pasie - |B = Spelicheck Update Record Play Stop

(C Redo @@Properties Definitions Exercise
Clipboard Font Paragraph Editing Proofing Audio
[ Document Simulafion Screenflow
Steps
1l Service Manager [  HP Service Manager

) 1. Click the Service Desk link.
F) 2. Click the Register New Interaction label. =
I8 Register New Interaction Ed % | | &DRefresh | More v
- F) 3. Click the Contact text box. Favorites and Dashboards
-8 4 Type Joe Smith in the Contact text box

: F) 5. Click the Service Recipient text box. |
EHa Configuration Management a . |E| View: i'.‘)
- | Click the Service Desk

| To Do Queue: My Group's To Do List

m

To Do

‘Change Management

F) 6. Click the control fcen Monsoement link
: ; Knowledge M t : Module
- la Register New Interaction SRS nELR SED Service Desk
: & 7 Type in the Senvice Recipient text box Problem Management
B Snagit Editor - [Oct 30, 2014 5:02:17 PM] Request Management W
: F) 8. Click the list item Service Catalog

EHa End of lesson
9. End of lesson.

Service Desk |

Service Level Management

System Administration
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Preview a Recording

e To preview the output of your recording, click File | Preview Simulation....

@ register_new_interaction.udc - HP Adoption Readiness Tool™ — Powered b

A Home Insert Translations View

New.. Recent Documents
C.Aregister_new_interaction.udc
CA\AN02_apply-interaction-template_sm2-30.udc

save Ch.web_client_loginudc
CALA02_log-interactions-ess_sm3-30.wdc

Save As.. CA.\02_service-desk_sm9-30.ulc

CA\L M2 register-new-interactions_sm93-30.udc

Open 3
Close
Document Properties...

Print...

Preview Simulation...

Publish b

Exit

© DD 2 U ML

@i Spellcheck Options x Preferences

e A status window is displayed, providing feedback about the publishing process:

Please wait x

Publishing Simulation to HTML. ..

Published 0 cut of 1 files.

Cancel
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e When finished, the simulation launch window is displayed. There are four output
modes to choose from:

o Show Me (Demonstration): Self-running demonstration that allows you to
watch the demonstration.

o Try Me (Practice Lesson): Practice mode that allows you to click through each
step on your own.

0 Quiz Me (Non-graded Assessment): Assessment mode that allows you to
test your knowledge performing the task. Information is not collected for Learning
Management System (LMS) scoring.

o Test Me (Graded Assessment): Assessment mode that allows you to test your
knowledge performing the task. Information is collected for LMS scoring.

Using the provided links, select the desired output mode fo preview.

register_new_interaction

Launch Show Me
Launch Try Me
Launch Quiz Me
Launch Test Me

/ :114)

Adoption Readiness Tool

Description
register_new_interaction
Date Published Friday, October 31, 2014

If you are experiencing difficulties viewing this simulation, please open the
Adobe Flash Player Global Security Settings Panel and select the Always allow
optiom.
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e The published simulation launches in a separate window.

(@ register_new_interaction - Windows Internet Explorer [=]E [

s [ To Do Queue: My Group's To Do List
2 | | &PRefresh | More » =8 =
Favorites and Dashboards
To Do

Change Wanagement

Configuration Management i — View -~
. . -| My Group's To Do List m
Incidsnt Management [C[:(ck the Service Desk s -
ink.
Knowledge Management Module Status

Service Desk
Froblem Management

Request Management

Service Catalog

Service Desk |

Service Level lanagement
System Administration
Taioring
Miscellaneous
Approval Delegation
ServiceManager Mal
System Status
To Do Queue
HySH

Note: When viewing the published output, both the Show Me and Try Me output modes
display the action notes that were automatically created by HP ART. The Quiz Me and
Test Me output modes do not display any of the action notes. This is by design because
these output modes are intended to fest the learner’s ability to perform the task on their
own.
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Edit a Recording

This section focuses on common editing tasks that are associated with the Show Me and Try Me
output modes. Refer to the Create a Simulation Assessment section for information about working

with Quiz Me and Test Me output modes.

After you have finished recording the task, you return to the HP ART editor. Three panes in the
HP ART editor are used when managing a recording:

1. Steps: Contains a list of all captured steps. As you click a step, the Editor pane updates.

2. Editor: Contains the screen capture and action note for the selected step.

3. Step text: Contains the action text associated with the step.

@ register_new_interaction.udc - HP Adoption Readiness Tool™ — Powered by ANCILE Sclutions™

RS Home Insert Translations View

Annotations

Step Text Editor Standard Mode

Self-Test Mode

Screenflow

‘ Document Simulation

1 B

1
S |

¢ ™) 1. Click the Service Desk link.

----- F) 2. Click the Register New Interaction label
Register New Interaction

: ?) 3. Click the Contact text box.

i <& 4. Type Joe Smith in the Contact text box.
F) 5. Click the Senvice Recipient text box.
=8

F) 6. Click the control.
EHa Register New Interaction
@ 7. Type in the Service Recipient text box.
EHa Snagit Editor - [Oct 30, 2014 5:02:17 PM]

¢ L) & Click the list item.
EH.a End of lesson.

Playback Mode Assessment Mode

A 4P Senvice Manager

To Do Queuve: My Group's To Do List-]
B
Favorites and Dashboards

| G5 Refresh | More ~

To Do

m

Change Management

Configuration Management Q

Click the Service Desk
link.

Service Desk

Incident Management

Knowledge Management

Problem Management
Reguest Management
Service Catalog

Service Desk I

Service Level Management

<

n

File loaded.

Step te:nd*l 3 'I

Click the Service Desk link.

Service Desk

Regenerate Text
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About Action Notes

When a task is recorded using HP ART, Action Notes are automatically populated for each
step. An action is a mouse-lick, a user typing, and so on.

A red highlight box is placed around the action area (where the mouse is clicked or where the
user types). This red highlight box is sometimes referred to as a red rubber band and can be
resized as needed.

l Register New

[ HP Service Manager

I To Do Queue: My Group's To Do List ” MNew Interaction '# l

Er % bl W Cancel 3@ Cloze Interaction j} Escalate m Apply Template More
Favoritez and Dashboards

Change Management

Configuration Management Click the Contact text box. ]Details
Incident Management |

IO sp10321
Time  00:00:02

Knowledge Management

Problem Management

Reguest Management

Contact Dﬂ
Service Catalog
Service Recipient = | Dﬂ
Service Desk

Location

Amrmrmiem | lembmar

If you need to alter the text within an action note, double-lick the action note and modify the text
as needed. As a general rule, leave action notes untouched unless there is an error in the auto-
generated text. To add additional information to a step, use informational notes.

About Informational Notes

You can add informational notes to a simulation after the initial recording to provide more
information regarding the task. For example, you can define key fields, explain why a particular
button is being selected, describe the results of a sub-task, and so on.
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Following are the note types configured in the out-ofthe-box (OOTB) HP ART Template:

@ register_new_interaction.udc - HP Adoption Readiness Tool™ — Powered by ANCILE Sclutions™

HIRE Home Translafions View @ -
= Edit
() &8 & (o) LY
4% Key Press
Mouse

Steps from Steps from Cuick | Note | Tooltip
Document Simulafion Screenflow

Recording Document Block + ‘e Drag & Drop

Assessment Confirmation
Assessment Note
Highlighted Note )
‘ Note -

‘ Steps Quiz Me Note

E|--a Semice Manager

T 1. Click the Senvice Desk link. Test Me Nole
--?j 2. Click the Register New Interaction label. S Try Me Mote
@ Register New Interaction & ® #2 cancel [G5E Interaction ¢ Eecalele () Apply Template | More

I S

Show Me Note
SME Note

e Assessment Confirmation: Information note to be used on the last step of a Test Me to
inform learners not to close the window until prompted so that it is properly scored. By
default, this note is only displayed when viewing a Test Me output mode.

e Assessment Note: Informational note to be used for guided help in simulation Test Me.
By default, this note is only displayed when viewing the Quiz Me or Test Me output
modes.

o Highlighted Note: Informational note to be used in Show Me and Try Me modes to
add supporting information. This note includes a highlight box that allows you to focus on
a specific area in the capture. By default, this note only displays when viewing the Show
Me and Try Me output mode.

e Note: Informational note to be used in Show Me and Try Me modes to add supporting
information per step, as needed. By default, this note is only displayed when viewing the
Show Me and Try Me output mode.

e Quiz Me Note: Introduction note to be used on Step 1 of a simulation to introduce the
Quiz Me simulation. By default, this note only displays when viewing the Quiz Me output
mode.

e Show Me Note: Introduction note to be used on Step 1 of a simulation to introduce a
Show Me simulation. By default, this note is only displayed when viewing the Show Me
output mode.

e SME Note: Temporary note to be used by Subject Matter Experts (SMEs) to communicate
information to instructional designers. Instructional designers use the content within the
note to create final informational notes. By default, this note is not displayed for any
mode. It is only used for reference during the editing phase and should be deleted before
the final publish.

o Test Me Note: Introduction note to be used on Step 1 of a simulation to introduce the
Test Me simulation. By default, this note only displays when viewing the Test Me output
mode.

e Try Me Note: Introduction note to be used on Step 1 of a simulation to introduce a Try
Me simulation. By default, this note only displays when viewing the Try Me output mode.
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Add an Informational Note

Adding informational notes to your recording allows you to provide extra information to assist
users in learning the task.

e To add an information note, from the Steps pane select the step where the information
note is to be added.

Steps

Semvice Manager

----- ) 2. Click the Register New Interaction label.
[—]La Register Mew Interaction

----- ®) 3. Click the Contact text box.

-~ 4. Type Joe Smith in the Contact text box.
----- P 5. Click the button.

----- F_} 6. Click the 3 - Multiple Users link.

----- P} 7. Click the button.

----- ®) 5. Click the 2 - High link.

EI--La End of lesson.

----- @ 8. End of lesson.

e From the editor Insert menu, select Note | Note.

@ register_a_new_interaction.udc - HP Adoption Readiness Toa™ — Powered by ANCILE Solutions™

O W &

Steps from Steps from  Quick
Recording Document Block -

_.'JS — Assessment Confirmation
- Assessment Note
E-lgg Welcome Highlighted Note

@ 1. Press any key or click anywhere to continue MNote

; P_} 8. Click the contral.
Ela End of lesson.

----- @ 9. End of lesson.
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E-@ Service Manager _ | Te Do Que “5TE Nots
™) 2. Click the Service Desk labal. S % | | eBRefresn  Show Me Note
(. P_} 3. Click the Register New Interaction label. Favorites and Dashboards | SME Note
=8 Reai i To Do Test Me Mote
gister New Interaction st B
; Change Management Try Me Note
™) 4. Click the Contact text box. —— n
nTiguration Managemen! . B
&5 5. Type Joe Smith in the Contact text box. = Queue: To Do
) 6. Click the bution TELE LTI
) . Click the Service Desk menu.
™) 7. Click the Email link. Knowledge Mang ; iy
Service Desk



e A note is displayed in the upper left of the window.

ll’o Do Quewe: My Group's T

s - o

Fawvoritez and Dashboards

%) Refresh Maore =

To Do

Change Management

e Double<click within the note bubble and type the needed information. You can use the
resize handles to adjust the width of the note.

@ In this example, you will register

a new incident to report an
email issue.

'\E"‘}-l' T ﬂl

Favorites and Dashboards

To Do

Change Management

e After you have adjusted the width of your note using the resize handles, it is good practice
to use the Auto-size feature for final sizing. Right-click the information note and select
Avuto Size Note.

Service Manager

@ In this example, you will register

a new incident to report an Group's To Do List
email issue. -
Faverite® and Dashboards C—— & Cut
Change Management 11 Copy
Configuration Management Paste
Incident Management K Delete
Knowledge Management «» Edit Note...
Problem Management Aj  Style »
Request Management 9 Auto Size Note “

Service Catalog
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e If needed, you can change the format of the text within the note. For example, you can
bold or underline key words. To change the formatting of a key word or phrase, select the
desired text and right-click to access the Format menu.

Service Manager

9 In this example, you will register
a new F&i*“—“*
Edit

Group's To Do List

email is ' .

Favorites and Dashboards | Forr.nat v | A Font Dialog

Change Management Justify b |#)  Font Color —
Configuration Management Insert L Normal

Incident Management Edit Note... B Bold

Knowledge Management o I Halic

| i
Problem Management U Underline

2 .
Request Management X~ Superscript
X, Subscript
Service Catalog 3 ubscrip
& Strikeout
Service Desk :""
= InsertIndent

Service Level Management
= Removelndent
System Administration

1= .
Tailoring i=  Ordered List

i— Unordered List

Mizcellaneous

Approval Delegation

Controlling Note Visibility

Because a single recording is published to multiple output modes, you can control when and how
notes are displayed within each output mode. For example, there might be notes that are only
meant to be seen when viewing a Show Me demonstration, and others that should be seen when
the user is practicing a task using the Try Me simulation.

e To manage the visibility of a note, right-click the note and select Edit Note.

Service Manager

In this example, you will register

a new incident to report p= Groun’sTo Do List
email issue. & Cut
[l Copy l
Favoriteg and Diashboards
To Paste
Change Management = % Delete |
Configuration Management Qu
- .+ Edit Note...
Incident Management =
Ay Style ’
Knowledge Management 10y ]
@ Auto Size Note

Problem Management

Request Management
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e The Note Properties window is displayed. Within the Visibility section, use the check
boxes to enable or disable the note from displaying within the different output modes.

Mote Properties X

I General I
lcon

- Format

é""Sf‘ﬂE Q .
- Highlighted Area

" Source

Wisibility
Document View
¥ Document View

[JEnable calloutin docurment view

Simulation View
[ILaunch Test Me
[¥|Launch Show Me
[Launch Quiz Me
[¥|Launch Try Me

To assist with rapid development, each of the pre-defined notes has the visibility set based on the
intended note type.

Note Document Simulation View
View
Assessment No Test Me and Quiz Me (Graded and Non-graded
Confirmation Assessment)
Assessment No Test Me and Quiz Me (Graded and Non-graded
Note Assessment)
Highlighted Yes Show Me (Demonstration)
Note
Note Yes Show Me (Demonstration) and Try Me (Practice Lesson)
Quiz Me Note | No Quiz Me (Non-graded Assessment)
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Note Document Simulation View
View
Show Me Note | No Show Me (Demonstration)
SME Note No Does not display for any output mode. Used for editing
purposes only.
Test Me Note | No Test Me (Graded Assessment)
Try Me Note No Try Me (Practice Lesson)

You can change these default values on a per note basis as needed. For example, you might find
it helpful to display some notes on both Show Me and Try Me output modes. The Note Properties
window allows you to customize each note accordingly.

Warning: When a note is configured to display on more than one output mode, always test
each output mode to ensure that notes are not displayed on top of one another.
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Synchronize Note Timing

When you add an informational note to the Show Me (demonstration) output mode, you must
ensure that the informational note is timed so that it displays before the action note. For example,
you do not want two notes displaying at the same time.

@ In this example, you will log in to the HP Service
Manger 9.3 web client and search for all open
interaction records.

HP Service Manager

Click the Username text box .

Username: ' I

Password: |

Language: Englizh -

To synchronize the timing of the informational note and the action note, follow Steps 1 and 2
below:

Step 1: Edit Informational Note Properties:

e Rightclick the informational note and select Edit Note.

=2 HP Service Manager: Lo&in - Internet Explorer, optimized for Bing and M5N
e —— e —

@ In this example, you will log into the HP Service
Manager 9.3 web client and search for all open
interaction records.

Cut

Copy
Paste
Delete

Edit Mote...

Style
Auto Size Mote
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Q The URL to the Service Manager server will be
provided by your system administrator.

In this example, you log in to Service Manager and
navigate views.

Cut

Copy
Paste

Delete

Edit Mote...

Style
Auto Size Note

e From the Note Properties window:

1. Select Auto Playback Timing from the left menu.
2. Set the desired Duration.
3. Click the OK button.

Note: The Duration is the amount of time, in seconds, that you want the
informational note to be displayed. In the example below, the note is displayed for
8 seconds before fading out.

MNote Properties

;- General Auto Playback Timing
i Format
Style Dlspluy Deluy

H seconas
" Highlighted Areg oo =

é----Scurc:e 1 DLruhar
E---Ihu‘h:» Playback Timing 8 seconds

Entry Animation:

IFCIDB In

Exit Animation:

IFCIDB Out J

Page 24 of 92

© Copyright 2014 - 2015 Hewlett-Packard Development Company, L.P.



Step 2: Edit Action Note Properties:

The next step is to delay the Action Note from appearing until after the informational note has
been displayed. It is a best practice to set the Action Note delay to one second longer than the
informational note duration. This allows a 1-second pause between the notes.

e Rightclick the red box of the Action Note and select Edit Action....

Click the Username text box .

Username: 2

Password: Copy

Paste
Delete

®
B  Edit Action...

Language: Engli

e From the Action Properties window:

Select Auto Playback Timing from the left menu.

De-select the Use default timing checkbox.

Set the Display Delay to 1 second longer than the informational note duration.
Click the OK button.

rwonN =
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In the example below, the Display Delay is set to 9 seconds. This value is based on
the Informational note Duration of 8 seconds. Again, it is a best practice fo have a
1-second pause between notes.

Action Properties >

Mouss action Auto Pla ck Timing IT'

H t {
AU 1 ] ™ Use default iming I =
I.ﬂwm lebock‘ﬁn'.inﬁl E Cisplay Celay: 3 |

10 El; seconds |

Action Arimation Deloy
iNQr,e 3; sSCconds
Action Arsmation Durafion

3.9 seconds

Entry Arermafion

Display =

Eat Arimotion:

oo -

[ al

e Preview the recording to ensure the correct timing has been configured.

Add a Welcome Step

It is a good practice that all simulations include a Welcome step. The Welcome step is an
informational step used to introduce the task to the learner for each of the output modes.

¥,

e Within the Steps pane, click the first step.

Steps

Serwvice Manager
?_J 1. Click the Service Desk label. I

_J 2. Click the Register New Interaction |abel.
El{a Register Mew Interaction

----- ™) 3. Click the Contact text box.

-5 4. Type Joe Smith in the Contact text box.
----- ™) 5. Click the button.

----- ?_J 6. Click the 3 - Multiple Users link.

----- ) 7. Click the button.

----- ?_1', 8. Click the 2 - High link.

I'_—'I--G End of lesson.

----- @ 9. End of lesson.
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e From the main meny, select Insert| Quick Block | Steps > Step.

@ register_a_new _interaction.udc - HP Adoption Readiness Tool™ — Powered by ANCILE Solutions™

HICR S Home M Translafions
— I;If’ PO% 0 REBEE

L]y

g Line Table —|utL|r: Captured Link Intra-Link Step Steps from Steps from | Quick | Mote Tooltip Header
Break Image Link Recording Document | Block = -

Pages Tables Images }

\JI’.'GH.'_I

Steps

[  HP Service Manager Substep

EH.a Service Manager
F} 1. Click the Service Desk label.

--F_} 2. Click the Register Mew Interaction label. ) e .9 Ta [} | Document Code ﬂ
E| la Register New Interaction Er @ 2 | S§5 Refresh | More ~

; --F} 3. Click the Contact text box. Favorites and Dashboards

| T M

e You are asked if you want to insert the new step before the first step. Click Yes.

() HP Adoption Readiness Too™

I-' -—--\_I Would you like to insert the step before the first
L step?

Yes Mo ‘

e A new step is added as Step 1.

Serwu:e Manager

----- F__} 2. Click the Service Desk label.

----- 'F__} 3. Click the Reqgister New Interaction label.
I:—:I{a Register New Interaction

----- ) 4. Click the Contact text box.

-~ 5. Type Joe Smith in the Contact text box.
----- ) 6. Click the button.

----- ) 7. Click the Email link.

This new step is blank, meaning it does not contain a screen capture or any information.
Next, copy the screen capture from Step 2 and paste it fo this new step.
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e Rightclick the second step and select Edit Step.

Steps

EI--G 000K

----- 1. Press any key or click anywhere to continue
EI--G Service Manager

--™) 2. Click the Service Desl——
'F_} 3. Click the Register New & Cut
EIG Register Mew Interaction ['D Copy
%) 4. Click the Contacttext§ (1 Paste
-4 5. Type Joe Smith inthe| ¥  Delete
-~} B. Click the button. & Editstep
) 7. Click the Email link. T Edit i docomentvien

'F__‘} 8. Click the control.

e Within the Step Properties window, perform the following tasks:

1. Click the Screen left menu item.
2. Click the Copy button.
3. Click the OK button.

Step Properties x

- General Screen fitle:

Audio |Senr'|ce Maonager - |
- Auto Playback . o .

.. [— 1 [C] Use this screen title in all views

- Step text

/ Current background image:
- Context Information i
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Next, within the Steps pane, right- click the new first step and select Edit Step.

Steps

EI"G 200X

----- 1. Press any key or click a

here to continne

[—]—-La Service Manager

--T) 2 Click the Service Desk Iab
F) 3. Click the Register New Intg
[—]La Register Mew Interaction

Cut

Copy
Paste

Delete

-~} 4. Click the Contact text box.

-4 5 Type Joe Smith in the Con
-~} 6. Click the button.

Edit Step

gl#| % T L5 o

Edit in document view

-~} 7. Click the Email link.

i

F) 8. Click the control.

Within the Step Properties window, perform the following tasks:

Click the Paste button
Click OK.

orLN =

Step Properties X
Screen fitle: | 2

- General

Click the Screen left menu item.
Type Welcom e within the Screen Title text box.
Click the Use this screen title in all views check box.

- Audio

| Welcome

L

- Auto Plovback
- Screen | 3]
- Step te;

‘- Context Information

Use this screen title in all views

Current bockground image:
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e The Welcome step is successfully added.

Steps

(h) Service Manager

@ Welcome [} HP Service Manager
@ 1. Press any key or click anywhere to continue
E-gy Service Manager [ To Do Queue: My Group's To Do List
) 2. Click the Senice Desk label. =& € | | &DRsfresh | More v
-?_J 3. Click the Register New Interaction label. e e | T
Register New Interaction oL

Change Management
‘P) 4. Click the Contact text box.

4% 5. Type Joe Smith in the Contact text box. o0 ton Menagement Queue: To Do
) 6. Click the button, AELRE IR R
.7) 7. Click the Email link. Knowledge Management 2
= | Problem Management

?J 8. Click the control.

Add Show Me and Try Me Notes to the Welcome Step

The Welcome step is used to instruct the user about how to interact within the different output

modes. Exactly how a user interacts with a simulation depends on the output mode that is
accessed. For example

Request Management

e Show Me output mode, the user is expected to sit back and watch the demonstration.

e Try Me output mode, the user is expected to use the keyboard and mouse and perform the
task on their own.

e Quiz Me and Test Me modes, the user is tested on their knowledge in performing the task.

The OOTB HP ART template includes notes to assist you in creating the Welcome step. Follow the
steps below to add both a Show Me Note and a Try Me Note to the Welcome step.

Add a Show Me Note

e In the Steps pane, select step 1, Welcome.

Steps

/) Service Manager

Welcome

[ HP Senvice Manager

@ 1. Press any key or click anywhere to continue

- Service Manager [ Teo Do Queue: My Group's To Do List
) 2. Click the Senvice Desk label. S st |eBinemestl o
?J 3. Click the Register Mew Interaction label. R |

Ela Register Mew Interaction To Do

Change Management
-T) 4. Click the Contact text box.

Configuration Management

&% 5. Type Joe Smith in the Contact text box. Queue: To Do
) 6. Click the button. AELSRE IS S
...%) 7. Click the Email link Knowledge Management L

Problem Management
-T) 8. Click the contral.

Reguest Management
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e From the main meny, select Insert| Note |Show Me Note.

/ register_a_new_interaction.udc - HP Adoption Readiness Too™ — Powered by ANCILE Solutions™

m Home Translations View
= _ L Ed £, O R &

con Link Intra-Link Step Steps from Steps from Quick
- Lir Recording Document Block

I
||

Assessment Confirmation

TEeps

ki) Assessment Note
@"L:ag;'mme 7 4P Senvice Manager Highlighted Note
1. Press any key or click anywhere to continue Note
Ell.a Service Manager : ToDoQue quiz Me Note
- ) 2 Click the Service Desk label. Bl % | | 6P Refresn [Snow e Note ]

?j 3. Click the Register New Interaction label. T e | SME Note

) } To Do  TestMe Note
E| La Register Mew Interaction R v E— iy Mo N

) 4. Click the Contact text box.
Queue: To Do E

&% 5. Type Joe Smith in the Contact text box.
B B Aol o btion Incident Management

Configuratien Management

e The Show Me note is displayed in the upper left of the window.

@ Show Me!

In this lesson, you learn how 1o JOOOMN00K.

|
T Please sit back and watch the demonstration.
Chanag —
Config|
Incider

T ot
Kno ge Management L=

Problem Management

e Rightclick the note and select Auto Size Note so all text is visible.

In this lesson, you learn how to XXXXXXXXXXXX.

Please sit back and watch the demonstration.

Favorj
Chang
Config & Cut : E
Incidel [y Co

By

_4_)

Knov Paste =
Problem Management #  Delete
Reguest Management + Edit Note
Service Catalog A.{ Style 4
Service Desk ) Auto Size Note

Service Level Management
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e Replace the xxxxxxxx with the task title of the simulation. Also, resize the width of the
bubble to reduce the number of lines to ease readability.

@ Show Me!

In this lesson, you learn how to Register a New
Interaction.

Please sit back and watch the demonstration.

Configuration Management

Queue: To Do
Incident Management

Because this note is configured to display during the Show Me (demonstration) mode, you
must adjust the timing so that the learner has a chance to read the information before the
simulation auto-advances to the next step.

e To adjust the timing of a note, right-click the note and select Edit Note.

@ Show Me!

In this lesson, you learn how to Register a New

Interaction.

Favor . # Cut

e Please sit back and v W Copy

Configuration Management Paste

Incident Management K Delete

Knowledge Management .+ Edit Note... “
Problem Management Ay Style 2
Request Management @ Auto Size Note

Service Cataloa
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e Within the Note Properties window:

1. Select Auto Playback Timing from the left menu.
2. Set the Duration to 8.
3. Click the OK button.

Mote Properties X

p-General Auto Playback Timing
i Format
- Style Display Delay:
i~ Highlighted Area II-OO a seconds
Source 1 Duration:
[so0 =] seconds
Entry Animation:
Fade In -
Exit Animation:
Fade Cut -

Add a Try Me Note

If the recording will be available to the learner as a Try Me (practice) output mode, you must also
put a Try Me Note on the Welcome step. The steps are similar to adding a Show Me Note.

e In the Steps pane, select step 1, Welcome.

Steps

- la Welcome
@ 1. Press any key or click anywhere to continue
Ella Service Manager
-Pj 2. Click the Service Desk label.
?_J 3. Click the Register New Interaction label.
la Reagister New Interaction
) 4. Click the Centact text box.
& 5. Type Joe Smith in the Contact text box.
) B. Click the button.
?j 7. Click the Email link.
=8

?) 8. Click the control.

=
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e From the main meny, select Insert|Note |Try Me Note.

() register_new_interaction.udc - HP Adopfion Readiness Too™ — Powered by ANCILE Solufions™

{@) 1. Press any key or click anywher:

O [ &G [

Steps from Steps from Quick | Note [Tooitip
Recording Document Block = -

1t Confirmation
Assessment Note

B Highlighted Note
In this lesson, you learn how to Registera .

Interaction. Quiz Me Note
Show Me Note

Please sit back and watch the demonstrat swe Note

Test Me Note

Configuration Management eeue To b |10 Me Note ew

Incident Management

Try Me Note
Knowledge Management D

Welcome

& Service Manager
) 2. Click the Service Desk label
™) 3 Click the Register New Interact
EHg Reaister New Intsraction
™) 4 Click the Contact text box
&% 5 Type Joe Smith in the Contact
™) 6 Click the button
) 7. Click the Email link

e The Try Me Note is displayed in the upper left of the window. Position the note right
below the Show Me Note.

Show Me!
In this lesson, you learn how to Register a New
Interaction.
Favori i i
= Please sit back and watch the demonstration.
lang
il -
Config
‘ ' Try 1
Incides Me.
Know In this lesson, you gain hands-on experience in
Proble learning how to XXXXXXXXXXXX.
Regue] . .
== Please follow along with the guided prompts
using both your keyboard and mouse.
Servidg
Servid Click anywhere to begin.
SystenT T 4

e Because the notes display in different output modes, it is okay if the notes are slightly on
top of one another in the editor. They are never displayed at the same time in published
mode.
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e Replace the xxxxxxxx with the task title of the simulation and adjust the note size so it
matched that of the Show Me Note.

@ Show Me!

In this lesson, you learn how to Register a New
E Interaction.

Favorit

Please sit back and watch the demanstration.
Change!

Configul @ Try Me!
Incident

Knowlg] In this lesson, you gain hands-on experience in
learning how to Register a New Interaction.

Problem

i i Please follow along with the guided prompts

Servicel using both your keyboard and mouse.

Service]

— Click anywhere to begin.

System z&'mln istration /

e Preview the simulation to ensure that the notes are working as expected in both the Show
Me and Try Me output modes.
About Action Types

As you record a task using HP ART, four different Action Types can be captured:

e Mouse: Left-Click, Double Left-Click, Right-Click
o Edit: Exact Text, Free Text, Regular Expression
e Key: ESC, F1-F2, 09, and so on

e Drag-Drop: Point A, Point B

There might be cases when you want to modify an action. For example, you might want to have
the learner enter the first few characters of a long text field and then move on to the next step.
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e To modify the properties of an action, right-click the red box and select the Edit Action...

menu item.
Change Management ‘
Configuration Manal — sian Details
Incident Manay Type Joe Smith in the Contact
Knowledge Managd 1€Xt DOX. nD  |sp1g321
Problem Management ] %‘mim:ﬂl
Request Management
: ¥ 2 2 F F i Contact | ﬁ
Service Catalog $ Cut
- - - - : —] Service Recipient «
Service Desk ) [y Copy
- . . : Location
Approval Inbox ) ] Paste
X Nﬂtlfy B)" *IE—ITIE”
Interaction Queus ® Delete
Probable Cause
Register New Interaction Affected Service 1'I ﬁ Edit Action... E2Y
Search Interaction Records Affected Cl I ql@;l

e The Action Properties window is displayed. The image below shows the properties for
Edit action.

Action Properties x
l Edit action I Entry type:
otspo IEmcHexf j

-Advanced Example text:
- Aute Playback Timing |_JoeSmHh |

Case sensitive:
IUse default setting j
Go to step:

L]

INe:dsfep
Hint:
[lShow Action Note

[Ishow Action Right To Left
Action text:

Type Joe Smith in the Contact text box.

Regensrate Text
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Several fields can be modified for this action type, depending on the required outcome:

(0}

Entry type: Drop-down menu used to select the type of text entry required for the
user:

Exact Text: User must enter text that matches your designated entry
(recommended).

Free Text: User can enter anything in the field to proceed to next step. User must
press Enter to exit the field.

Regular Expression: User can enter any data matching the specified regular
expression pattern. User must press a specific key to exit the field.

Example text: The specific text or regular expression that the user must enter.
Tip: If you want to shorten the amount of text that a user must type, change the text
within this field.

Case sensitive: Specifies whether the text entered must exactly match the
recorded text.

Go to step: Specifies the step to be displayed after performing the action.

Tip: This field allows for branching.

Hint: Optional hint to be displayed during Quiz Me or Test Me output modes.

Page 37 of 92

© Copyright 2014 - 2015 Hewlett-Packard Development Company, L.P.



About HP ART Documents

Each time you record a task using HP ART, a corresponding document is automatically created.
The document can be published to a variety of formats, depending on your template settings.

e Job Aid-Cue Card: Dynamic, multi-layer document designed specifically for context-
sensitive help. HTML format only.

e Job Aid - Full Content: Includes step-by-step of entire procedure, including screen
images for each step. This document format is used for the HP pre-built courses.

o Exercise/Data Sheet: Includes data for a given procedure, and tasks and questions for
end users fo complete.

e Quick Reference: Includes overview information and end user steps without screen
images or field definitions.

o Test Script: Includes scenarios and results used in system testing. Designed to integrate
with HP Quality Center.

The source of the document is the same for each document output mode. The difference lies with
the formatting and presentation of the information during the publishing process.

You can access the source of the document within the Document tab in the upper left of the
HP ART editor.

@ register_new_interaction.udc - HP Adoption Readiness

m Home Insert Translations Wiew

ey S Cut
o 6 | [B]T[U[~[x]x[A ]

Pas

Document Simulation Screenflow

Steps \

. ™) 1. Click the Senvice Desk link.
! --?_} 2. Click the Reqgister New Interaction label.
EE Register New Interaction

------ %) 3. Click the Contact text box.
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There are two panes within the document editor:

e Layout pane: Displays each section and step within the document.
e Editor pane: Contains all of the text and screen captures for the recorded task.

@ register_new_interacfion.udc - HP Adoption Readiness Tool™ — Powered by ANCILE Sclutions™

QS Home | Insert  Translofions  View @ -
oy s<cut | [Anal 0 @ E=Es AhFind ySelect All 3, @ %o o o 0
[T Copy - Undo Delete
pasie [0 (B[ I[U]~[x[x]4 - = B X | Spelicheck Update Update | Record Play  Stop
(™ Redo @@ Properties Definitions Exercise
Clipboard Font Paragraph Editing Proofing Audio
[ Document || Simulation Screenflow
i
Register New Interaction
‘_, 1. Follow the steps below to complete the task:
G Service Manager
-T) 2. Click the Service Desk link.
(@ Senvice Manager is Job Aid provides you with a document that describes how to perform the task. You can print this
t} 3. Click the Register New Interaction label save it to your local hard drive.
G Register New Interaction
= @ 4. As required, complete/review the followin
% Contact - Joe Smith
@ Reaister New Interaction 1. Follow the steps below to complete the task:
) 6. Click the control. [ Guewe: Vi Grou's 1o B 1t |
[@ Reagister New Interaction e IE <) | GPRaesn  Uare
) . . . Favorkes and Doshtoerss. ——
=] @ T As req.ulred, i?or'npletefrewew the followin| = . (]
<% Service Recipient - Configuration Wanagement | o Tote [l Wew: iy e To s Lk -
[ Snagit Editor - [Oct 30, 2014 5:02:17 PM] b 2 v =
P 8. Click the list item. ==
=] G End of lesson ::-:‘
!, End of lesson. 2 3} Servien bask
‘Servie Level Mansgemet
System ademistaton
Takorng
< i ] 3 Umerbaracs hd
4 »
Ready
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The Purpose Section

The first section of all documents is the Purpose section. The HP ART template auto-populates
default text in this section. You may alter the default text to provide a specific introduction to the
task. This is done by typing within the editor window, similar to any word processing application.

Register New Interaction

is Job Aid provides you with a document that describes how to perform the task. You can print this document or
save it to your local hard drive.

The Procedure Section

The Procedure Section contains all of the captured steps of the recorded task.

1. Follow the steps below to complete the task:
Service Manager

| Ta Do Queus: Hy Group's To Do List
'IE & Ratrasa iaane = ,.I_I..El

Gueue Ta Do Wy Geoup's Ta e Lal

£]
E
£]
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Hiding a Step from a Document

By default, all steps of the recorded task are included in a document.

Document Simulation ‘ Screenflow
Layout -
i
----- T4 Purpose -

| emmbes vmds bl .

I:—:I---IzI Welcome
----- B 2 Press any |
B Show Me No
4B Ty Me Note 1
EILa HP Service Manj

EIL‘]I 3. A=z require:

----- % Usernam

Cut

Copy
Paste

Delete

Edit Step... Il

L ?*DE‘?'L

—4B Mote - In this

Inzert

Edit in simulation view

o

I

To hide an individual step from the document, right-click the step title within the
Layout pane and select Edit Step....

Select Format within the left menu of the Properties window and deselect the Make
Step Visible check box under the Document section.

Properties

: I Fu::rmc:li'l Document

Source Style:

- Screen

b Context Information | Step N

[[] Make Step Visible

Simulation

[[] Make Callouts Visible

[[] Make Step Visible
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e The step is now hidden in all published documents. Note that the step still resides in the
Layout pane, though it is displayed in italics, indicating that it is a hidden step.

Document Simulation Screenflow

Layout b d

13

E|[_| Purpose

rA Purpose

E|[_| Procedure

I‘ Follow the procedursl instrucfions befow: I
EIE Welcome

----- W\ Fress any key or click amywhere fo contir
----- D Show Me Note - Show Me! In s lesso,
----- D T Me Note - Ty Ms! In this lesson, you
EILE HF Service Manager: Login

EIB 1. As required, complete/review the follor

----- & Username: - Servicedesk Agent

m

Adjust Screen Capture Size

For each step within a document, a full screen capture is provided, along with the step instructions
displayed directly underneath the image.

e To crop the screen capture so that only the area of interest is displayed, right-click the
screen capture within the Editor pane and select Edit Screen.

Ta B Grovwe:Fiy Grovg's To B L |

e M~ 3 ® . ghRavess  Ma o

Configureton Wenagement Gueue TeDn ] Vi My Groug's To Do Lat >

wrowedgs Vanagemen ] Vodi Status

i ction Cusie

Search resmcios Ancoeds
Searc Knawiedge Dase

Service Level Hanagermmal
L Insert 3
Visoetansoas
Appreval Daisgatian
Sarvicomger Ual Free Text »
Sysier Shatew
o Da Gueue Mote »
MysH Steps "
I Edit Screen...

@ \:) i}j [_.ﬂ;ig; X3 I?r@ - —— SR ,;::. 1

2. Click the Register New Interaction label. Register New Interaction
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The Edit Screen... window is displayed. Use the resize handles to adjust the size of

the screen capture based on the location of the action and click the OK button.

localized Current: English (United States) [enUS]

™ |

B~ «
Favorites and Dashboards

C.han_ge Management

Configuration Management

Incident Management

Knowledge Management

Jproblem Management O
Request Management

Service Catalog

Service Desk

Approval Inbox

vnsn

« n

‘ Resat ‘

Regions + \View

ﬂ REu

The screen capture is cropped in the document based on the resize handles selected.

Service Manager

.SewiceM age

Bl «
Favorites and Dashboards

Change Management
Configuration Management
Incident Management
Knowledge Management
Problem Management
Request Management
Service Catalog

Service Desk

Approval Inbox

Interaction Queue

Probable Cause

2 +—>»Register New Interaction
Search Interaction Records
Search Knowledge Base

Service Level Management

Casmbmmm A clmminimbrebinm

2. Click the Register New Interaction label Register New Interaction|

Notice that the red step number on the screen capture is adjusted based on the image

size. This allows the user to focus on the specific action for the given step.
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Set Recording Properties

When you have finished editing a recording, you must set the recording file properties. The file
properties control the title of the recording and are used when building the ART website.

e To set the properties of a recording, click File | Document Properties... from the
HP ART main menu.

@ register_new_interaction.udc - HP Adoption Readiness Tool™ — Powered by AN

TIEERE Home Insert Translations View

[; New.. Recent Documents
CA.\register_new_interaction.udc

D CA.W02_apply-interaction-template_sm9-30.udc

H save Ch.\web_client_loginudc

- CA.W02_log-interactions-ess_sm9-30.udc

H save As.. CA. N2 _service-desk_sm9-30.ulc
CA.\02_register-new-interactions_sm9-30.udc

B Open ] CA.A\Documents\ART 5.2\ test_course.ulc
CALMART UnitedHealthhwuhg_demo.ulc

'ﬁ Closs CAMART UnitedHealthcarehuhg_demo.ule
Ci.hsource\D1_introVhp_artulc

% Document Properties...

GI Print...

Preview Simulation...

=
@ Publish k
©

Exit

@i Spellcheck Options x Preferences
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o Within the General pane, enter the Title of the document. The title displays at the top of
your published document, as well as on the website for all simulation output modes and
document types that are included for the recording.

- General register_new_interaction.udc
Properties
o Text to Speech Location: CMARTVSMP-3N\sourceM\D1_intreductionn
Size: 2,313,729 bytes
GUID: 3032e8dd%51 a4044%6f2bs4350bd?e73
Template: ARTS-2 HP ART Templote.udt
Created: 10/30/201 4 4:58:51 PM
Last Modified: 10/31/2014 10:55:31 AM
Last Accessed: 10/31/2014 10:55:31 AM
Title:
|R‘egis+er a New Irﬁerucﬂon| |
Language:
[ English (United States) [en_Us] ~|

[¥] Allow simulation publishing on the Server

Within the Properties pane, select the following values:
o Portfolio: Name of the HP Portfolio associated with the product
0 Product: Name of the application or product

Note that the Portfolio and Product values are stored in the HP ART template. Only
products with released HP ART courses are available for selection.
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e In the Module field, type the name of the module this recording is associated with.

Properties___ x

|»

General Name Value

e PORTFOLIO TSM =]
i Text to Speech F |Product

Aanager

BeginHere

Keywords

Comments

Chwner allenj

Keywords
Build_Mum

Description

DescriptionBullet]

DescriptionBullet2

DescriptionBullet3

DescriptionBulletd
DescriptionZndParagraph

Module ¥
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Publish a Recording

e To publish a recording, click the File | Publish | Publish Content... from the HP ART

main menu.

@ register_new_interaction.udc - HP Adoption Readiness Too™ — Powered by A

Home Insert Translafions View
New... @ Publish Current...

Save y, Batch Publish...

Save As..

Open 4

Close

Document Properties...

Print...

Preview Simulation...

Publish 4

Exit

e B D2y

@i Spellcheck Options x Preferences
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e The Publish window is displayed. Here, you can select exactly which output modes you

want to publish. Notice that all of the available document and simulation output modes
are listed.

1. Use the checkboxes to select the desired output modes.
2. Browse to the desired Outbox location.
3. Click the Publish button.

Publish : register_new_interaction.udc

g% HP ART 5.2 Template [ARTS-2 HP ART Template. udt)
g~ Job Aid - Cue Card

------ I xhtml
g Job Ald - Full Content

[ ..... ™ pdf

&% Simulation

----- ™ Launch Test Me

I ----- v LcunchShaneI
----- ™ Launch Guiz Me
I ----- ¥ Launch Try Me I
g~ Test Script

L] exceliml
24
Qutbox:

|C:\hR‘T\puinshed content ||:|

e A progress window is displayed showing the publishing status.

Please wait »

Publishing Simulation to HTML...

Publishing register_new_interaction.udc

Published 0 ocutof 1 files.

Cancel
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e When finished, you are prompted with the Publishing summary window with links to
each of the selected output modes. You can view each output mode by selecting the
associated link.

Publishing summary

O

E--@ register_new_interaction.udc

Ea Exercize/Data Sheet

- XHTML

e Portable Document Format (PDF)
{7 Microsoft Word (DOC)

E@ CGluick Reference (Step)

- ¥HTML

e Portable Document Format (PDF)
- Microsoft Word (DOC)

)4

Note that all published files can be located within your publish content folder; each type is saved

within a separate folder.

Name

Joex  Exercise/Data Sheel
& Ja_cc Job Aid Cue Card

A ja_fc Job Aid Full Content
i qr_step Quick Reference
i
i

. sim Simulations
. test_script Test Script
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For example, looking within the sim directory, you can see the four different output modes. This
directory includes all files necessary to run any of the four output modes as a standalone
simulation.

Mame

gssets

conf

content

printable

ckin

index.cpi

index
cim_assessment
sim_auto_playback

sim_self_test

W (10 [0 [f0 [0 |

sim_standard
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HP ART Courses

You can use HP ART to create e-learning courses to display conceptual pages to introduce and
describe key concepts, interactive pages to launch simulations, multi-media pages, and

assessment pages.

About Stencils

All HP ART course pages are created using Stencils. A stencil governs the design of a course

page. HP ART comes with several stencils:

e Content Stencils: Used for pages containing only text and graphics.
e Multimedia Stencils: Used for pages containing text and embedded multimedia (.swf,

.mov, .avi)

e Simulation Stencils: Used for interactive pages that will launch Show Me, Try Me,

Quiz Me, and/or Test Me simulations.

e Assessment Stencils: Used for pages containing quiz and testing content.
e Branching Stencils: Used for pages that will branch to other pages within the course.

Content Stencils

——
Ful Helf - Bottam Half - Left Half - Right
Half - Twe Image Half - Two Imags Half - Twe Image Image

- Bottom

- L=ft

- Right

- =
-

Image Diagonal
- L=ft

——
—

Image Diagonaol
- Right
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http://art.hpsweducationlabs.com/ART/HPARTQuickReferenceGuide/HPARTQuickReferenceGuide.htm#AboutStencils

Multimedia Stencils

F

-

L= —r
—
—
—

sk Video Video - Half - Left Video - Half -
Right
Simulation Stencils

— .

— l E—

. —

Simulation Simulotion - Half -

Right
Assessment Stencils

- - L -

- [ = [ [ —
== =N =8 E
W — — —
Drag and Drop Drag and Drop - Drag and Drop - Fill In - Multiple

Many-to-Cne Sequencing
- - - -
[ | — - L e
o [ ] P
L 0 —
Fill I - Single Hotspot - Single Multiple Choice Multiple Choice -
Half

m- .

| W

| [

Multiple Correct

Multiple Correct
- Half

Branching Stencil

S —
p-G——
@ m——

Branching
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Create a New Course

e Select File [ New from the HP ART main menu.

@ 02_service-desk_sm?-30 ulz - HP Adopfion Readiness Too™ — Powered by AMNCI

S Home Inzert Tranzlations View

| E New Recent Documents
CA N2 _service-desk_sm9-30.ulc

}!]1 C\register_new_interaction.udc

] Save CA.W02_duplicate-interactions_sm9-30.udc
Ch.\web_client_loginudc

‘H Save As..

= Cpen [

ﬁ Close

% Document Properties...
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e From the New window, complete the following:

1. File name: Enter the name of the course. Do not use spaces or capitalization
especially if creating an ART Website with the files.

2. Type: Select Course.

3. Template: Select the HP ART Template.udt file.

4. Language: Select your local language.

5. Location: Browse to the location where your course file should be saved.

6. Click the OK button.

Mew. . »
Filz names: 3 Type: 3

|'|n‘rmduc’rion | Course w
Template:

ART5-2 HP ART Templateudt | 3 '

Language: 4 '
English [United States) [en_US]

Location: 5
CAART\SMS-3\source\01_infroduction j | m

W
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e The Select Introduction Page Stencil window is displayed. Select the desired stencil
to use for the root page of the course.

Select Introduction Page Stencil

Mame:

r infroduction |

Stencils:

F

g Illr
|

T

|ll

Half - Bottom Half - Left

= ==

e The HP ART editor opens with the root page displayed. There are two panes in the course
editor window:
o Course pane: Contains a list of all course pages. Used to organize and view all
lessons and pages within the course.
o Edit pane: Contains page blocks used to design the page.

@ introduction ulc - HP Adoption Readiness Tool™ — Powered by ANCILE Solutions™

L Home  Insert  Tramslafions  View @ -
o — O s @sin | 3 QO
Paste (I copy HE ) Undo X Delete Spelicheck | Record Play Stop
(* Redo g@Properties
Clipboard Font Paragraph Editing Procfing udio
nw
Course Audio Preview
2 ! -
]
Course e
W | {Enter content title here}
{Enter content here}
Add Picture.... L
Ready
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Working with Content Stencils

There are three block types within a Content Stencil:

1. Content Title: Block for the page fitle
2. Content: Block for informational text
3. Picture: Block for an image

-i—{Enter content title here} =

Enter content here}

Add Picture...

Some stencils have multiple block types on a single page. For example, the Image Diagonal Left
stencil below has two content blocks and two picture blocks:

{Enter content title here}

{Enter content here}

Add Picture. ..

{Enter content here}

Add Picture
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Add Content Title

e To add the page title, simply click within the content title block and type the name of the
page. The font size and color is set within the HP ART Template and should not be altered
for consistency.

Introduction

{Enter content here}

Note: The page title that is displayed in the published course menu is controlled by the Course
pane in the editor, not by the page title placed in the content title block.

‘ Course Audio Preview ‘ Course Menu Expand All Collapse All
i.. service Manager 9500 S C
Introduction
Course

k Workflow

Elﬁ Service Manager 9.30: Serice Desk
Mavigate the Interaction Record |

----- | Introduction L
----- | Objectives

ReqIster an Interacuo

. Apply Interaction Templates
----- | Service Desk Warldlow Search Interaction Records
wHodl L gl LILE WL LN
----- | Mavigate the Interaction Record Duplicate Interaction Records
----- | Register an Interaction Es

calate an Interaction

d a Required Action

ose an Interaction
Employee Self Service Porta
Log an Interaction Using ESS

Summary

----- Apply Interaction Templates
----- Search Interaction Records
----- Duplicate Interaction Records
----- Escalate an Interaction

----- | Add a Required Action

----- Clo=se an Interaction

[ 6 Deaaiararaels |3 0 L

----- Employee Self Service Portal
----- Log an Interaction Using ESS

----- Summary
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Add Informational Content

e To add informational content to a page, click within the content block and type the
desired text. The color and size of the font is controlled by the template.

Introduction

HP Service Manager Service Desk allows
help desk operators to document and track
the interactions that they receive.

The Service Desk process discovers,
reports, tracks, and resolves unplanned or
unexpected events that deviate users from
normal operating conditions.

e To bold key words within the content block, select the desired text and right-click to access
the Format menu.

Introduction

HP Service Manager SIS e~ |
help desk operators to docur
the interactions that they rec Format > ] A FontDialeg
Justify » [ #)  Font Color
The Service Desk process d Tnsert v Normal
reports, tracks, and resolves | | ¢yp. 0. |B ol
unexpected events that devig =~ . e I lalic
normal operating conditions. U Underline
x  Superscript
X, Subscript
& Strikeout
= InsertIndent
&= RemoveIndent
i=  Ordered List
= Unordered List

Note: You can highlight key words using bold or underline, though it is best practice not to
change the size or color of the font within the content block.
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Add a Picture

To insert a picture within a course page, click the Add Picture... link within the picture

block.

In the Images dialog box, click Add and locate the desired picture on your computer. The
picture is added to the available images list. With the image selected, click OK to add it

to the page.
Images - O X
Available Images:
File name: x0000112.png Add. . ‘

Dimensions: 329 x 440 File size: 2%1 KE

File name: bluechalkboord-laptop.ong
Dimensions: 414 x 440 File size: 275 KE

File name: servicedesk_workflow. png

Dimensions: 420 x 440 File size: 22 KB

Show Preview

oK

Cance
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e The image is added to the image placeholder.

Adjusting the Image Size

After an image is placed in the picture block you can resize it using the short-cut menu or the
CTRL key.

e To use the short-cut menu, right-click the image and select Edit Image.

G Insert Hotspot..
E Image Layout

F1 Editimage..
Edit Page...
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e The Edit Image... window is displayed. Select the image Layout (the placement of the
image within the image pane) and specify the image Width and Height.
Note: To ensure that image dimensions stay intact, select the Maintain aspect ratio
checkbox when setting these values.

Edit Image... x

General

Layout:
| u Top left comer «

Use templote zoom options
Enable zoom

Width: Height:

% pixels % pixels

Maintain ospect ratio

7] Locolized

e To resize the image using the CTRL key, select the image and hold down the CTRL key on
your keyboard. Drag the corner of the image to either enlarge or shrink the image.
Note: Using the CTRL key automatically maintains the aspect ratio when resizing.

' Change Picture..

Delete Picture
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Resize Stencil Layout

To accommodate for different image sizes and different amounts of informational content, you can
alter the layout of the stencil by resizing each of the blocks, as necessary. The window pane
sections can be adjusted in 5% increments.

Djectives

Delete Picture

module is intended for:

Dperators

Service desk agents
Service desk analysts
Service desk managers

2 end of this module, you should be able to:

Describe the user interaction management process
Register new interactions in Service Desk

=scalate an interaction

Search for interactions

{Add required actions to an interaction

Duplicate an existing interaction

—og and manage interactions using Employee Self
Sanira (EQQ)

For stencils containing multiple blocks, you can control the layout sizing for each individual block.

{Enter content title here}

{Enter content here}

Add Picture. .

{Enter content here}
Add Picture...
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Add a Lesson or Page

You can add new lesson pages and course pages using the right-click menu of the Course pane.

‘ Course Audio Preview ‘
Course

Elﬁ Service Manager 2.30: Service Desk
----- | Introduction
..... Dbjel =
..... o] B Cut
..... Navid ] Copy
..... Regis Pacte
..... Apply #&  Delete
""" Sear 4 [Insert Page..
----- Dupl ‘4 Insertlesson..
----- E=zca -
_____ Addd =F Inzert Accessment

o) 1 [k Insert Hotspot...
..... osE
_____ Ermpl @ Import PowerPoint...
..... Log o 4 Import From Course...
""" Sumn [ Edit Page...
EIEI Asses _—} Switch stencil...
o rﬂ ClrestmorT |

The new lesson or page is inserted below the selected page in the Course pane. Recall that a
lesson is a folder page that groups a set of pages; whereas a page is a simple course page.
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Change a Page Stencil

If you create a new page and decide later to change the layout of the information, you can switch
to a new stencil at any time. To change the page stencil of an existing page, right-click the page
within the Course pane and select Switch stencil.

Course Audic Preview

Course

Eﬁ Service Manager 8.30: Service Desk
----- Intreduction

..... Db" TRr=r-3

..... Seq &® Cut

----- Naj 1 Copy

----- Re Paste

----- Apf & Delete

Insert Page...

+

Insert Lesson...

+

Inzert Assessment
Insert Hotspot...

Import PowerPoint...

wap

Import Frem Course...

Edit Page...
Switch stencil...

[
" E
S ¥

You are prompted to select a new stencil.

Warning: You lose information and/or images from the page if you change to a stencil that
has fewer blocks than the original.
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Adding Hotspots

You can use Hotspots over images to further enhance the learning experience. For example,
you might want to explain specific areas of a diagram, or define key fields within a screen
capture.

The following example below shows a page that contains a screen capture. Hotspots have been
added to highlight key fields. Each hotspot is denoted by a red/white arrow icon. When the user
hovers their mouse over the hotspot image, a pop-up window defining the associated field is
displayed.

Service Desk

Page 5 of 16: Navigate the Interaction Record

N av I gate the = Interaction Details ~
Interaction eracton D S570062 o
(@) status Open - Linked N
Record Approval Status
You use interactions to track ©)cont or feature not working
all user contact with the (@service recod The current status of the interaction.
service desk. o Locatd| Possible values include: Foert
Interactions can include Oy * Open ™
service disruptions, service @ tiectease + Open-ldle
requests, requests for TN mrm:: * Open-Linked
information (RFI), or ?LAT o * Open-Callback
complaints reported by users o «» Closed
who communicate with the AN
service desk using instant . ° _
messages, phone, email, or _Q_.Descmwn * Webmall can't be reached, browser can't find it
self-service web pages. Q
v

(=) Hover over each icon to
Progress N | 1%
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e To add a Hotspot to a page, right-click the image, and select the Insert Hotspot menu
item.

= Interaction Details ‘

Change Pictore
U Paste T
interacton D 5010002 o Delete Picture ‘
Iatus Open - Lin| B Insert Hotspot.. I |
Approval Status Image Layout b |Category |incident

b Area failure
t“‘t * GEES, NO [] Editimage.. Subared function or feature not working

.. ervice Recipient | GEES, NO Lj- Edit Page...

Location  Morth America

Noti - [l
o ofify By * E_mail A

2 - Site/ept

3 - Average

e The Hotspot Properties window is displayed.

Hotspot Properties

General Type:
Display | Pepup

Tngger:

| Meouse click

Tooltip text:

|
Tithe:

Popup text:
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Within the General pane, several fields are available for defining hotspot behavior:

1.

Type: The action type associated with the hotspot:

o Popup: Launches a pop-up window

o Web Link: Jumps to a URL

o Page Link: Jumps fo a different page in the course

o Resources Link: Links to a resource or job aid attached to the course file
Trigger: The action that triggers the event:

0 Mouse over: Hover the mouse over the hotspot area to trigger the action.

This trigger is only available for the pop-up window type.
o Click: Lefttmouse click over the hotspot area to trigger the action.

. Tooltip text: Help text displayed when the user hovers over the hotspot area.

Used for Web Link, Page Link, and Resources Link hotspot types only.

Title: Name to be displayed at the top of the window. Used for the Popup
window type only.

Popup text: Information displayed within the Popup window. Used for Popup
window type only.

Show popup by default: If selected, the Popup window is displayed when the
initial page loads. Used for the Popup window type only.

Hotspot Properties

General Type:
Disploy

| Fopup v

Tngger:

2

| Mouse over w

Tooltip texi:

3

Title:

4
| Status

SJ Popup text: .
The current status of the interaction.
Possible values include:

« Open

» Open-ldle

. Cﬁ)pen-Emlll(led . -
il Show popup by defoult
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e Within the Display pane, you can configure the appearance of the hotspot:

1. Background Color: The color of the hotspot background. When using an image
hotspot, this should be set to transparent.

2. Image: The image to be used as the hotspot. There are several OOTB images to
choose from. Additional images can be added within the template.

3. Layout: Use to position the image within the hotspot area.

4. Visibility: A checkbox that controls whether the hotspot is visible in the published
course. This setting does not apply when an image hotspot is selected.

Hotspot Properties

General

Hotspot
1 Background Color:
[]tonsporent [7]
Image: Layout:
o | 4 Top left comer v
Visibility

IZ. Visible

Preview a Course Page

To preview a course page at any time, select the Preview tab in the upper left of the editor
window. This allows you to view the published page during the editing process.

During this view you will not see the Back/Next navigation buttons or the Menu, History, or
Download drop-down menus.

‘ Course Audio Preview
Course \
- re
Elﬂ Service Manager 9.30: Service Desk SerVIce DeSk ]
----- LI Introduction
..... ) Objecives Workflow =]

----- LI Service Desk Worlkflow
----- Ll Mawigate the Interaction Record

..... [§ Register an Interaction Ser\{|ce Desk enables a A
""" LI Apply Interaction Templates service d95k agant tO

""" [ Search Interaction Records dOCL!ment and track calls

----- [ Duplicate Interaction Records received.
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Course Audio Preview

Course

Service Desk

' W Service Manager 2.30; Service Desk
13 tnroduction Page 1 of 1: Service Desk Workflow
1 Obpecives
1 Senace Desk WorkSiow

() Navigate the Imeraction Record -

3 R an i Service Desk

J Awply Interachon Ternplales

D e imancion e Workflow

[} Duglicate Interaction Records

1 Escalate an Intermction Service Desk enables a service
(3 Add  Requred Action desk agent to document and track =
[ Close an Interaction calls received.

4 Employee Self Serice Paral

3 Lagan internction Lining ESS Service Desk provides one-click
J Summary access to other Service Manager

= [l assessmem

applications to automatically enter

S Gusaiont information received during a call.

- :”hf’"; Faor example, you can use

é: Q::i i information in a call to open an

@ Guestion 5 incident ticket if a reported issue

B Queston & requires further action. i
[ Question 7

Ready

Working with Simulation Stencils

You use the simulation stencil to create an interactive page where the user can launch a
Show Me, Try Me, Quiz Me, and/or Test Me from within a course page. Two simulation stencils
are available:

e Simulation: Contains an informational content block and simulation buttons.
e Simulation - Half-Right: Contains a confent title block, a picture block, an
informational content block, and simulation buttons.

Simulation Simulation - Half-Right
ERehfim baticna befow o muncn fhe Setcn. {Enter content title here}
[Enter contant hera}

The process of adding the content title, content information, and an image is the same for all
stencils. Refer to Working with Content Stencils section for information about working with these
block types.
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Link a Recording to a Simulation Stencil

e To link a recording using the simulation stencil, click the Edit Simulation Properties
hyperlink.

Edit Simulation Properties

Update Simulations

e Within the Insert Simulation window:

—_—

Within the Insert drop-down menu, select Local from the drop-down list.

2. Select a recording from the local source directory. The local source directory is by

default the same location as the course file.

Under Mode visibility, select the checkboxes next to the desired output types.

4. The Localized checkbox is selected by default. This feature tags the recording for
localization when the course is exported for translation.

5. Click the Insert button.

Insert Simulation X

Insert:

| Local v |

Source directory:

w

CAARTNEMS-Psourcer\D2_service_desk’,

Source file: Mode visibility:
02_closing-interacticns_sm%-30.udc - en-l. Launch Show Me
i . ) Launch Try Me
02_duplicate-interactions_sm%-30.udc - er [ Launch Quiz Me
02_escaloting-interactions_sm%-30.udc - e [ Launch Test Me

02_log-interacti s _sm7-30.udc - en-Ul = ]
02_regisfer-new1 2 icﬁons_sm?-?;{].udc - Lecalized .
nghsh (United States) [en_LUS]

C t
|D?_searc:hing—in‘chns_sm‘P—aludc -el o prren
5 ) .
Cancel

< m | »
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e ART automatically publishes the recording when linked to the page.

Please wart xX

Publishing Simulation to HTML...

Publishing 02_register-new-interactions_sm3-30.udc

Published 0 out of 1 files.

e Based on the simulation modes selected, corresponding buttons display on the simulation
content page.

Register an Interaction

Knowledge Management [ ) | Each time a user contacts the service desk, as a =

Problem Manegement Creras P service desk agent, you use Service Manager

Request Management o ] to register an interaction record.

Service Catalog Delete Picture |

Servics Desk You record the user name, the name of the component
Approval inbox that the user is calling about, and a description of the
Interaction Queue service request.
Probable Cause
Register New Interaction Click Show Me! to learn how to Register an -
Search Interaction Records
Search Knowledge Base

Service Level Management ‘ Show Me!

System Administration )

Tailoring t Try Me!

Miscelaneous

g
Approval Delegation Edit Simulation Properties

Update Simulations
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Preview a Simulation within a Course Page

It is always good practice to preview a simulation page. This ensures that the correct simulation is
linked to the page.

e Click the Preview tab located in the upper left of the window.

Course Audio Preview

Course

E|. Service Manager 8.30: Service Desk - -
[ Introduction Register an Interaction

[ Objectives

D Senvice Desk Worldlow

D MNavigate the Interaction Record

D Register an Interaction Knowledge Management p
D Apply Interaction Templates | Change Picture...

X Problem Management
; D Search Interaction Records

—

P T P . 4

e Click the Show Me! or Try Me! button.

Service Desk

Page 1 of 1: Register an Interaction

Register an Interaction

Knawiedge Unnagement . . .
preme— Each time a user contacts the service desk, as a service desk
= agent, you use Service Manager to register an interaction record.
Sarrios Salsby You record the user name, the name of the component that the
Saalink user is calling about, and a description of the service request.
Appreval inbax
miaruciic ey Click Show Me! to learn how to Register an Interaction. Then,
Freeapi tause click Try Me! to practice the task on your own.

Repiater New mberaction

Search ssracton Recsrds v
Search Knowledge Base Show Mel

‘Service Level Uanagement

Pl
Takoreg

Uacelaneses

Approval Deiepation

¢ Validate that the correct simulation is launched.
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Assessments and Learning Checks

HP ART provides two ways to allow you to validate whether a user understands the content that is
contained within a course:

e Assessments: True/False, Multiple Choice, Test Me pages inserted at the end of the
course to validate knowledge transfer. The results of the assessment questions are captured
for LMS scoring.

e Learning Checks: True/False, Multiple Choice, Quiz Me pages inserted throughout the

course to monitor learning. The results of these learning check questions are not captured
for LMS scoring.

The stencils used for assessments and learning checks are identical. The difference lies in their
location within the course. Learning check questions can be placed anywhere in a course.
Assessment questions must be placed at the end of the course, within the Assessment container.

----- Close an Interaction
----- Employee Self Service Portal
----- Log an Interaction Llsing ESS
----- Summary
ElU Azzeszment
----- 7 Question 1

----- 7l Cluestion 2

----- 71 Cluestion 3
----- 7l Cluestion 4
----- 71 Question &

----- 7l Question B

----- 7 Cluestion 7

All OOTB HP ART courses include an assessment at the end of each course. Each assessment
contains a set of multiple choice, True/False, and simulation assessment questions.

Add an Assessment

Assessments are used to test user knowledge. Results can be tracked and reported using a
Learning Management System (LMS) or Active Server Pages (ASP).
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e To add an Assessment, right-click the last page of your course within the Course pane and
select Insert Assessment.

] EMpPIoYeE Selr Sence Fornal

------ D Log an Interaction Using ESS

Cut

E‘V_

Copy

Paste

Delete

n
"

Insert Page..

Insert Lesson...

Insert Assessment

Insert Hotspot..,
Import PowerPoint...

Impert From Course...

Edit Page...

Gy WEAEY Y %

Switch stencil...

e Within the Insert Assessment window, perform the following steps:

1. Enter Assessment in the Name field.

2. Select the desired stencil for the assessment introduction page.
3. Click the OK button.

Insert Assessment

MName:
1
Assassmeni | 1 l
Stencils: | 2 .
m m —
Full Half - Bottom Holf - Left Half - Right Half - Tweo Image

- Bottom

-

=iy :
=2 2

e
3
I
I

Half - Two Imoge Half - Tweo Image Image Diagonal Image Diagonal
- Left - Right - Left - Right
Video Video - Half - Left Video - Half -

Right L
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e The new assessment introduction page is added to the course.

‘ Audio Preview

| Course

Course

EI' Service Manager 9.30: Sernvice Desk
----- L'| Introduction

----- [ Objectives

----- L'| Senvice Desk Workflow

----- L'| Navigate the Interaction Record
----- U Register an Interaction

----- U Apply Interaction Templates

----- U Search Interaction Records

----- U Duplicate Interaction Records
----- L'| Escalate an Interaction

----- L'| Add a Required Action

----- L'| Close an Interaction

----- L‘| Employee Self Service Portal

----- U Log an Interaction Using ESS

..... 1 Summa

e Next, add the required text and graphic(s) to the assessment introduction page. For
information about how to add content to a page, refer to the Working with Content
Stencils section of this document.

Change Picture.... Assessment

The following assessment will test your
retention of the skills you learned in this

TEST YOU e

There are 7 questions in this assessment.
KMO W L'E D :  Once you begin, you must answer all
" questions.

At the end of the assessment, you will
receive a results sheet showing your score
and the questions you missed, if any. If you
don't pass the assessment, you may retake
it.

Click the Continue button to begin the
assessment.
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Add an Assessment Question Page

e To add an assessment question page, right-click the assessment introduction page in the
Course pane and select Insert Page....

& Cut
Copy
Paste
Delete

®

|—_.]. Insert Page... I
-

+

B

Insert Lesson...
Insert Assessment
Insert Hotspot...
Import PowerPoint...

Import From Course..

o
[3 Edit Assessment...
&

Switch stencil...

e Within the Insert Page window, perform the following steps:

1. Enter the name of the assessment question.
2. Select the desired stencil.
3. Click the OK button.

Note that because you are inserting a page within the Assessment container, only
assessment stencils are available for selection.

Insert Page - 0O X
Name:
—
Guestion 1| 1
Stencils:
- - . . - M
e — | | | —| o | — o
— | |- - —_— % ——
— — — — —
Drag and Crop Drag ond Drop - Drag ond Drop - FillIn - Multiple Fillln - Single
Many-to-Cne Sequencing
- e - - -
- L [ - -
g ® 9 — ] W — =
® ® ] W
Hotspaot - Single Multiple Choice Multiple Choice - Multiple Correct Multiple Correct
Half - Half

=q| 8=

Simulation Simulation - Half -
Right —
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The image below shows the Multiple Choice stencil. This stencil is used both for Multiple
Choice and True/False questions. There are three content blocks:

1. Optional Text: Used to enter optional text.

2. Question: The question that the user must answer.

3. Answer: The list of possible answers. The correct answer is marked by selecting
the appropriate radio button. For the multiple choice stencil, only one answer can
be selected as correct.

optional_text ﬂ

{Enter question text here} ﬂ

{Enter answer text here} H
{Enter answer text here}

. {Enter answer text here}
{Enter answer text here}
{Enter answer text here}

{Enter answer text here}

Create a Simulation Assessment

By default, the Quiz Me (Non-graded Assessment) and Test Me (Graded Assessment) output
modes do not display any information or action notes when viewed, unless the user clicks in the
wrong location and asks for assistance.

Launch Graded Assessment

Your response was not correct. Would you like assistance?

Yes

l'anmAane  Fnnlizh

Page 77 of 92

© Copyright 2014 - 2015 Hewlett-Packard Development Company, L.P.



Guided help should be added to the simulation file to aid the user in stepping through the
simulation. The guided help should not be a duplicate of the action notes but an aid about what
they need to accomplish next.

Complete the following steps for all recordings that will be used as an assessment (details steps
for each item are in the next sections):

e Add a Test Me Note to the Welcome step.

e Add Assessment Notes to guide the learner through the assessment. There will
generally be a guided help note on every step.

e Add the Assessment Confirmation note fo the last step in the simulation.

e Ensure that in the Step Properties | General page the Include in assessment grade check
box is not selected.

5tep Properties x

General Help text:
Audio
Aute Playback

Screen
Step text
Context Infarmation

[ Use default help text

Cursor image:

‘ Browse...

[F] Use compasite

| [ Include in assessment grade I

Visibility
Simulation View
7] Dacument View

e Add a simulation page to the assessment.
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Add a Test Me Note to the Welcome Step

At this point, it is assumed that you have already created a Welcome step for your recording.
Refer to the Add a Welcome Step section for more information.

e To add a Test Me Note, click the Welcome step within the Steps pane.

Steps

=- la Welcome

[—]G Service Manager

EIG Register New Interaction

------ .Fj' 4. Click the Contact text box.

@ 1. Press any key or click anywhere to continu

------ 'F\‘ 2. Click the Service Desk link.
------ 'F'i' 3. Click the Register New Interaction link.

ﬂ 5. Type Joe Smith in the Contact text box.

e From the main menvy, select Insert| Note | Test Me Note.

: @ 1. Press any key or click anywhere to continu
Service Manager

F)‘ 2. Click the Service Desk link

-’J‘ 3. Click the Register New Interaction link.
|.a Register New Interaction

-’J‘ 4. Click the Contact text box.

&% 5 Type Joe Smith in the Contact text box
’J‘ 6. Click the button.

iRt

O [ &

Steps from Steps from Quick

&0

Note | Tooltip

,'-' Recording Document Block «

In this lesson, you learn how to R
Interaction.

Favorit
Changsg
Configyy
Inciden

O e

In this lesson, you gain hands-on
learning how to Register a New

Assessment Confirmation
Assessment Note
Highlighted Note

Note

Quiz Me Note

Show Me Note

SME Note

Test Me Note

Try Me Note T View:
- Test Me Note
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o The Test Me note is displayed in the upper left of the window. Position the note and
resize the note so that it matches the width of the other notes. Recall that the Show Me
Note, Try Me Note, and Test Me Note never display at the same time.

@ Show Me!

In this lesson, you learn how to Register a New

B Interaction.
- N

Favoritq

O 1y me
Changs
Config In this lesson, you gain hands-on experience in
Inciden] learning how to Register a New Interaction.
Knowl -
Problen] 0‘ Test Me!
Requeg

In this graded assessment, you test your
knowledge of XXXXXXXXXXX.

Servicg
Service
Service Please follow along with the guided prompts
Syster using both your keyboard and mouse.

Tailorin

Click anywhere to begin.

Wiscelig

ARPTY_ J

ServiceManager Mail

e Replace the xxxxxxxx with the task title of the simulation.

@ Show Me!

In this lesson, you learn how to Register a New

E Interaction.
> N

Favoritg

O 1y me
Changd
Configy In this lesson, you gain hands-on experience in
Incident learning how to Register a New Interaction.
Knowk -
Problen} O‘ Test Me!
Requey

In this graded assessment, you test your

Zenve knowledge of Registering a New Interaction.

Servic

Servicg Please follow along with the guided prompts
using both your keyboard and mouse.

o Click anywhere to begin.

Miscellq y

Approval Delegation

e Preview the simulation to ensure that the note is working as expected in the Test Me output
mode.

Note: Repeat the process above to add a Quiz Me Note, if the simulation will be used
in a learning check. Refer to the Assessments and Learning Checks section to learn about
the difference between the two assessment types.
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Add Assessment Notes

You can add Assessment Notes, or guided help, to a recording to guide the user when viewing
the Quiz Me or Test Me output modes. You should add an assessment note to every step in the
recording. These notes should not duplicate the action note but should give the user enough

information so that they know how to proceed.

To insert an Assessment Note, select the step in the Steps pane.

Steps

EIE Welcome
@ 1. Press any key or click anywhere to continu
EIE Service Manager

|;j 2. Click the Senvice Desk link. |

------ __," 3. Click the Register New Interaction link.
El- E Register Mew Interaction
™) 4. Click the Contact text box.

O W &KB|B k.
Steps from Steps frem Quick | Note | Tooltip Header Example

e Mo
Recording Document Block ~| e
Assessment Confirmation
e Assessment Note |
{@) 1. Press any key or click anywhere to continu In this example, you will register Fiohightsd Nots
B-/8 Service Manager a new incident to report an Note Assessment Note |
) 2. Clickthe Senvice Desk link. email issue. Quiz Me Note
~T) 3 Click the Register New Interaction link Show Me Note
- Favorites and Dashboards.
E-l@ Register New Interaction e & SME Note
) 4_Click the Contact text box e " Test Me Note
nfiguration Managemen! y =1 View:
<& 5. Type Joe Smith in the Contact text box. i - Qe gl shl 2 ] View:
- F— ———

Incident Manaoement

The Assessment Note is displayed in the upper left of the screen.

() Service Manager R

ﬁﬂ HF Service Manager

Do Queue:
@ Authors please
enter guided prompt... 7= !
F
o Do
C T o
Configuration Management Queue:
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e Replace the text with the guided help for the selected step. It is important that the note not
be placed on top of an action note or informational note because these notes display if
the user needs help during the Test Me or Quiz Me.

Service Manager

e Using the Service Manager application
module, navigate to the Search Interaction

F form.

C v

Configuration Management Queue: ToDo
Incident Management

Knowledge Management I

Problem Management
Reguest Management
Service Catalog

Service Level Management

Click the Service Desk
link. Service Desk

System Administration

e Add additional Assessment Notes at approximately every 1 or 2 steps. Again, the
purpose of the Assessment Note is fo guide the user in a task without telling them exactly
where to click.

@ Inthis example, Joe Smith is the
contact. p's To Do List ” New Interaction "]

B+ 94 Cancel 6 Close interaction ¥ Escalate [ Apply Template | More ~

Favorites and Dashboards

Change Management h

Type Joe Smith in the

Configuration Management Contact text box Details
Incident Management

Knowledge Management

Problem Management

Request Management

—— Contact of | Bl
ervice Catalog
Service Recipient + =i e

Service Desk

| naating

e Preview the simulation to ensure all notes are working as expected in the Test Me output
mode.
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Add the Assessment Confirmation

When a learner completes the Test Me simulation, it takes a few seconds for the ART course to
score the question. If the learner closes the Test Me window during this time, they will not receive

credit for completing the question. To alleviate this issue, add the Assessment Confirmation note to
the last step of a Test Me simulation.

e On the last step of the recording, add the Assessment Confirmation note.

i

) 11. Click the Submit button.
'F_} 12. Click the View Open Requests menu iten
-} 13. Click the SD10341 link.

) 14. End of lesson.

End of les=zon.

e From the main meny, select Insert| Note | Assessment Confirmation.

@ arts_02_log-interaction-ess_sm%-34.udc - HP Adoption Readiness Too™ — Powered by ANCILE Solufions™

B

Ul Home Insert Translations View

—
P O O W &KE(
Link Intra-Link Step Steps from Steps from Quick | Mote |Tooitip xample M
ea Lir Recording Document Block - |~ tem
Pages able Links -
TR Welcame ) HP Service Manager == Cormaton]
@ 1. Press any key or lick anywhere to continy Highlighted Note | Assessment Confirmation
{a HP Senvice Manager. Login - Windows Internet « Intera Note
<5 2. Type Cliff Barkley in the Username text bo: Subscriptions Quiz Me Note
’) 3. Click the Log In button. : Show Me Mote
la HF Senice Manager - Windows Internet Explor [EERl DR SME Note
: ?) 4. Click the Submit a Request menu item Main Menu . Test Me Note
’) 5. Click the Urgency drop-down menu. } Try Me Note
‘) 6. Click the 1 - Critical list item. Submit 3 Request Imera[trm—l_ﬁmL

e The Assessment Confirmation

is displayed in the upper left of the screen.

-é HP Service Manager - Windows Internet Explorer

() HP Service Manager

Cuhmit Cawad Carte and Tamnlatas

L4 | Interaction: SD10341 |
Subscriptions
sEiE s e This concludes the lesson. To ensure that your -
Main Menu a_ssessmer)t is scored correctly, do not close this
window until prompted.
Submit a Request cth
L |
Non-cart Catalog Requests Urgency: | P— | Departmi
Order from Catalog
Status: | Categorize

| Phone:
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Create a Simulation Assessment Page

e To create a simulation assessment page, right-click the question in the assessment you

want above the simulation assessment page.

------ D Employee Self Service Portal

E| E Assessment

D Log an Interaction Using ESS
D Summary

Cut

Copy
Paste

L o

n
)

Delete

Insert Page...

+ || ¥

Insert Lesson...

n
|

Insert Assessment

AF

Insert Hotspot..

Edit Assessment...

w4

Switch stencil...

Import PowerPeoint...

Impert From Course..,

e Within the Insert Page window, perform the following steps:

1. Enter the name of the assessment question.
2. Select one of the two simulation assessment stencils.
3. Click the OK button.

Insert Page

MName:

|Guesﬁon4 | 1 .
C—

Right

Stencils:
— — ] ] 1 ] L
— — — — 2 —
— | |- =1 Sl
Drag and Drop Drag and Drop - Drag ond Drop - Fill In - Multiple Fill In - Single
Many-to-One Sequencing
e~ L - -
o 9 — n W -
) @ = ] |
Multiple Choice Multiple Choice - Multiple Correct Multiple Correct
Half - Half
m
"y
Simulation Simulation - Half -

-

3 :
Cancel
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e The new page is added. Add the desired text and graphic(s) to the page. For information
about how to add content to a page, refer to the Working with Content Stencils section of
this document.

e To link the simulation, click the Edit Simulation Properties link.

Click the button below to text your knowledge of how to Escalate an Interaction.

Test Me!

Edit Simulation Properties I

Update Simulations

Mote: Only the sim nent mode is ilable within nents.

e Within the Insert Simulation window:

1. Select Local from the Insert drop-down list.

2. Select a recording from the local source directory. The local source directory is by
default the same location as the course file.

3. The Localized checkbox is selected by default. This feature tags the recording for
localization when the course is exported for translation.
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4. Click the Insert button.

Note: Because this page is located within the Assessment container, the check
boxes for the different output modes do not display. Only the Test Me output mode

is available.
Insert Simulation X
Insert:

| Loecal v |

Source directory:

‘ CHAARTNSMT-I\sourcer\02Z_service_desk),

Source file: Mode visibility:

02_ocdd-required-acticn_sm%-30.udc - en-' # [/] Launch Test Me
02_opphl-interaction-template_sm?-30.ud

02_closing-interar™ smP-30.ude - en-U|E
02_duplicate-inte 2 ns_sm7P-30.udc - er ) E
[02_escoloting-interactions_sm%-20.udc - & Lecelzed

Curent: Englsh [United 5tates) [en_LS]

02_log-interactions-ess_sm%-30.udc - en-U! |

* m | 3

Cancel

e ART automatically publishes the recording when linking it to the page.

Please wait b4

Publizhing Simulation to HTML...

Publishing 02_escalating-interactions_sm8-30.udc

Published 0 out of 1 files.

Cancel

e Click the Preview tab in the upper left of the window to preview the assessment page to
ensure it functions as required.
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Publish a Course

e To publish a course, select File | Publish | Publish Current... from the main menu.

E Home Inzert Translafions View
New... @ Publish Current..

Save ?;", Batch Publish...

Save As..

Open 4

Close

Document Properties...

D2 B

Print...

Publish 3

Exit

e®

@ Spelicheck Options X Preferences

wabe
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o Within the Publish window, perform the following steps:

1. Use the check boxes to select the desired output modes.

2. Browse to the desired Outbox location for the published files.

3. Click the Publish button.

Publsh - 02_service-desk_smF-30.ulc

8- HP ART 5.2 Template [ARTS-2 HP ART Template.udt)
&7 Course
- html

L] word

Outlrox:

|C:\:“\ET\pubI'|sh ed content

‘i

Cancel

e A progress window displays showing the publishing status.

Please wart x

Publizhing Course to HTML ...

Publizhing 02_service-desk_sm9-30.ulc

Publizhed 0 outof 1 files.

Cancel
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e When finished, you are prompted with the Publishing summary window with links to
each of the selected output modes. You can view the course by selecting the associated
link. This example shows only the HTML link.

Publizhing surmmary I:l X

E--@ 02 _service-desk_sm%-30.ulc

Ok
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