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DEPARTMENT OF ECONOMIC SECURITY

Your Partner For A Stronger Arizona






Frequently Asked Questions for DES Computer-Based Training
Passwords
Internet Explorer Error
Training Results not Showing
Failing Grade
Red Xs
Buttons don’t work
Background is hot pink or some other horrid color
Tried to close but it took me back to the beginning


 HYPERLINK  \l "AlreadyRegistered" 

Already registered message

Can’t find class to enroll


Prerequisite message



 HYPERLINK  \l "Noemail" 

Didn’t receive the CBT email

Remove a failing score?
Scroll bars
1. Question

I forgot my YES password, so I can’t get in to training.  Now what?
Answer

You can now reset your password online.  

1. Go to www.yes.az.gov, and click Login to YES
2. Enter your EIN and then click Forgot/Reset Password.  You will be asked a series of security questions, after which you can reset your password.


2. Question

The minute I launched the course, I got an error message that “Internet Explorer cannot display the web page.”  Now what?

Answer
This happens on some NC machines that are using CITRIX.  Disregard the message and close the error window.  The course will launch normally and you will be able to take the training.



3. Question

I just completed a CBT course and the results are not showing on my training history.

Answer
It could take up to 15 minutes and may require you to refresh (F5) your browser.  Close your browser (e.g., Internet Explorer) and then check back in 20 to 30 minutes.  The course results should be there at that time.  If not, contact OMD at the OMDGeneralMailbox@azdes.gov or 602-542-3782.


4. Question

I just finished a computer based training course and it gave me a “failed 0%” score.  Why did it do that?

Answer
There are a number of reasons why this might have occurred.  

· You may have closed the course before completing the exam at the end (if you didn’t get to the last screen and click Save My Score, you closed the course before the end).
· Your computer “kicked you out”; for example, the session timed out, the computer ran out of memory, a network connection was dropped.

· You're using Internet Explorer version 6.0.  

You will need to re-register for the course.  The Fail will still appear on your transcript, but by taking the course again and passing it, you’ll have met the requirement.


5. Question

There are a bunch of red Xs on my screen—I can’t see buttons, pictures, test questions.  What do I do next?

Answer
This happens when using an NC computer through Citrix 3.  The solution depends upon the type of computer you have, so you will need to know which type you have.  You can typically find out by looking at the front of the computer  (DO NOT contact OMD for this information:  we do not have it.)

Ctrl-Click here for Compaq T1010 instructions


 HYPERLINK  \l "HP" 

Ctrl-Click here for Hewlett Packard NCHP instructions


P.S.  If you’re using a PC and are experiencing these same symptoms, use the instructions for the Compaq below

Instructions for "COMPAQ T1010" NC (light gray box)

1. Open Internet Explorer.

2. Enter http://ctx50web.azdes.gov into the address bar.  The Citrix XenApp window will open.
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3. Enter your DXXXXX number and password.  

4. Click Log On.  The Citrix XenApp applications window will open.
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5. Click Standard Apps.  Another Citrix XenApp applications window will open.
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6. Click Internet Explorer 7 (do not choose Internet Explorer 8, if it is available.).  You will see message boxes that indicate that the connection to Citrix is being made.  This can take some time.  Eventually a Disclaimer window will appear.

7. Click OK to the Disclaimer.  You will see message boxes indicating that the application is starting up.  This can take some time.  A File Security window may appear.
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8. If the File Security window appears, click Yes.  Internet Explorer will open.

9. Log in to YES and navigate to Employee Training, then Scheduled Training.  (NOTE:  If you have not already enrolled or been enrolled for the training, you will need to enroll in the training first:  after enrolling, the course will show up in Scheduled Training.)

10. Click the CBT Site link next to the course you need to take.

SAMPLE (yours will look different)
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11. PLEASE NOTE that you may need to scroll to see all parts of the CBT screen.  Do not use the Internet Explorer Zoom, as it will disable all of the buttons.  There is no work around for this.
12. Complete the CBT.  Make sure that you go all the way through the course, exit correctly (e.g., click Save my Score)  and see the flashing blue arrow indicating that you have saved your score.

13. When you have completed the training, close all Internet Explorer windows.  This will log you out of Citrix XenApp automatically.

Instructions For Hewlett Packard NC

1. Log in as you would normally to see the Web Interface for MetaFrame Presentation Server.  
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2. Click Standard Apps to see the applications.
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3. Click Internet Explorer 7 (do not choose Internet Explorer 8, if it is available.).  You will see message boxes that indicate that the connection to Citrix is being made.  This can take some time.  Eventually a Disclaimer window will appear.

4. Click OK to the Disclaimer.  You will see message boxes indicating that the application is starting up.  This can take some time.  A File Security window may appear.
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5. If the File Security window appears, click Yes.  Internet Explorer will open.

6. Log in to YES and navigate to Employee Training, then Scheduled Training.  (NOTE:  If you have not already enrolled or been enrolled for the training, you will need to enroll in the training first:  after enrolling, the course will show up in Scheduled Training.)

7. Click the CBT Site link next to the course you need to take.

SAMPLE (yours will look different)

[image: image9.png](Lawsnn portal - - Windows Internet Explorer

Ele Edt View Favortes Toos Help

& ~ [ resilpatavs sxdon govomsontpera =1 & ][4 x| [ive semen (2]
T8 & @Lawsonportal - | | %2 - B - - [2reage v G Took + 7

Welcome ADELE (o001

HRIS

A Stave o Arizona _
Employ.

N [ e e e S e o

Reaquired Training ADAS04 COMPLANCE OVERVIEW 20101 04/15/2010 Envolled CETSite Cancel

GRANT DIVERSION BASIC 20012 08/01/2009 06/30/2010 Enmrolled CETSite Cancel
PASE EVALUATION

Scheduled Training
Training History

Print Transcript 2855 0L0Y2010 12/3U2010 Envolled CETSite Cancel
SELECTION INTERVIEWING 44264 07012000 06/30/2011 Envolled CETSite Cancel
STANDARDS OF CONDUCTINTHEPU 44268 07/01/2009 06/30/2011 Enrolled CET Site Cancel

DEFENSIVE DRIVING L oo Enrolled CBT Site Cancel

e e i

[ Trusted sites | Protected Made: On




8. Complete the CBT.  Make sure that you go all the way through the course, exit correctly (e.g., click Save my Score)  and see the flashing blue arrow indicating that you have saved your score.



6. Question

The buttons don’t work when I click on them.
Answer
This can occur when using the Zoom feature in Internet Explorer 7:  using the zoom in IE 7 disables the buttons.  Change the Zoom back to 100% and try again.


7. Question

I open a CBT course and the background is "hot pink" and I can't see any text on the page - it's all jumbled.  What do I do?

Answer
This can occur when taking the course through CITRIX (people in Virtual Office or using a FOB through nfuse go through CITRIX; others may also.)  Use the instructions in Question 5 above for the Compaq for Question 5 above.


8. Question

I took a CBT course and got all the way to the end and followed all the directions and when the arrow was supposed to pulse and go away it did.  Then I got a message box asking me did I want to close all the tabs - so I clicked on No.  When I clicked on No, it sent me back to my first page in the course.  Do I need to take this course over again?  Did my registration take?
Answer
Maybe. Closing the window after the flashing arrow disappears tells the system to capture your score and post it.  You must click YES (or OK) to close the message box and the window application—otherwise the system doesn’t capture the score.  
Check your Scheduled Training to see if the course still shows as enrolled.  If so, click the CBT Link to retake the course.  If not, check your Training History to see if the score has posted.  If it has posted as a Fail, you will need to re-register and retake the class.
So to ensure that your score records, ALWAYS make sure to stay with the course until you see the Flashing Arrow that indicates you’re done, and THEN click Yes or OK to the message asking if you want to close the window.  


9. Question

I try to register into a CBT course but it keeps telling me I'm already registered.  
Answer

If you received an enrollment notice from HRIS, go to it and launch the training from its link. This notice will contain the information, instructions and course link necessary to launch and complete the course.  
You can also access the course by going to the Scheduled Training option from the Employee Training menu.  Find the course listed there and use the CBT Site link to access the course.  If you don’t see the course listed, the box that the list appears in might be collapsed.  Look to see if there is a scroll-bar on the box, and then scroll to find the course.


10. Question

I can't find the training course I need to register for.  I've looked in my Required Training page and my Scheduled Training page and there is nothing there.  How do I take this course?
Answer

You will need to know what category the course falls into and then enroll for it.  You can find the course categories for mandatory classes on the Mandatory Training Lists for DES Employees and Supervisors or in the DES Course Catalog.  If you are not able to view these lists (some employees with DDSA may not have access), you can contact OMD at OMDGeneralMailbox@azdes.gov or 602-542-3782.


11. Question

I'm trying to register into a CBT course final examination and it says I haven't met the course prerequisites.  I completed the first course and now I want to take the test, what do I do now?

Answer

Contact OMD Customer Support at 602-542-3782 or OMDGeneralMailbox@azdes.gov .


12. Question

I registered for a CBT course and haven't received the HRIS registration email.  How do I take this course?
Answer

1. Log in to YES and go to Employee Training
2. Click Scheduled Training.  The course will be listed with a CBT link next to it.  

3. Click the CBT Link to launch the course.

If you do not see the course, it could be that the box containing the course list is collapsed.  If so, it will have a scroll bar.  Scroll to find the class.

If the course is still not listed there, please contact OMD Customer Support at 602-542-3782 or OMDGeneralMailbox@azdes.gov .



13. Question

I took a CBT course and failed it.  I re-registered for the course and passed it.  I want you to take Failure off my Training History file.

Answer

All registration and completion activity are official records and cannot be deleted.  As long as you passed the class at some point, you’ve met the requirement and the extra record doesn’t matter.


14. Question

I can’t see the whole CBT screen—there are scroll bars.
Answer

First, try maximizing the window that the CBT appears in.  If that does not resolve the issue, you will need to change the screen resolution upward so that the entire window can be displayed.  DO NOT use the Zoom in Internet Explorer as that disables the buttons.
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