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(Q) If a customer has forgotten their username and password how can staff find this information for them?


(A) By accessing the customer record in the mediated version, the username and password appear on the “Customer Detail”/”General Info” tab.  NOTE:  You should verify the customer’s SSN to ensure confidentiality and security of information is being maintained.





(Q) How can a customer’s password be changed? And by whom?


(A) Staff can change the customer password (in mediated) by accessing the “Customer Detail”/”General Info” tab and entering the new information in the appropriate boxes. Then click on the “Save” button. Customers can change their Username and password in the Self-Service site.





(Q) Can I click on the “Back” button on the Internet browser toolbar when using EKOS?


(A) No, because if you are in mediated you will lose your link. However, the “back” button can be used in the Resume portion of Self-Registration by our customers.            





(Q) I am not sure I am in the correct version of mediated.  What do I need to do to check which version I am in?


(A) Go to your Employ Kentucky toolbar click on “Help”, then click on “About OSOS”. This will tell you which version of Employ Kentucky you are in. If you are not in the most recent version (currently 2.2.01), logout and install the new version by clicking on the smart upload button.





(Q) Where do I find the services for a customer?


(A) Go to the “Customer Detail”/”Activity” tab (the tab is located at the top) – all services are now known as activities and show up on this tab.








Time Saving Tips 





If doing a search for a Customer, use Quick Search. It is faster to first search only by the SSN, then by the name – not both at the same time. If you still are unable to find the customer although you know they were in the Legacy System – check other possible ways that the name may have been entered, try just the last name and first initial, try a comma after the last name, etc.





Clarification 





When an IVR call is initiated from a satellite/or branch office that does not have it's own specific Local Office Number, the telephone number that will be provided to the customer will be that of the main Local Office and not that of the satellite office.





Questions and Answers





(Q) Why is Employ Kentucky running slow on my PC and not on my co-workers PC


(A) Check the storage space on your hard drive. If it is ‘maxed’ out or close to being ‘maxed’ out this can cause the system to run slow on your PC. You can clean up the hard drive by deleting unused documents and/or saving them on your office server under your user profile. If you have an older machine that does not have Windows 2000 loaded on it you may also want to defrag your PC.





(Q) When doing a customer/job order search how can I speed up the process time? 


(A) Make the searches as specific as possible.





(Q) How do I change the customer information entered in Self-Registration?


(A) After the initial registration through Self-Registration, all updates to a customer’s information must be changed through Self-Service by the customer or in mediated Employ Kentucky by a staff person.  A customer can use Self-Registration only for the initial registration.  





(Q) Can staff change their own Username?


(A) No, this is done by Cabinet personnel.


    


(Continued at the top of column 2)





ABOUT THIS PUBLICATION





EmployKy Update is published by the DES EmployKy Testers. Submit topics and tips you think may assist other users to Michele Belcher at 606-433-7721 or email to: � HYPERLINK "mailto:michele.belcher@mail.state.ky.us" ��michele.belcher@mail.state.ky.us�. 
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