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Course Overview 
This course explains the new tools for managing the Microsoft Partner Support Community –  

both the internal CAT (Community Agent Tool) and the external CPS (Community Platform 

Server). Upon tool migration, support for Program questions will be provided by RSCs in up 

to eleven languages (it is currently English only).  

Course Objectives 

After completing this course you will be able to: 

 Explain the thread management process 

 Navigate and explain how to use CPS (Community Platform Server), the Partner-

facing tool which hosts the forums 

 Navigate and use CAT (Community Agent Tool) which RSC Agents use to respond to 

and manage Partner queries (threads) 

 
The following icons will be used throughout the instructor’s notes:  

 Helpful instructor information  

Information to be shared with CSRs   

 
 
Course Timing 

Course Section  Minutes 
Microsoft Partner Support Community Overview 10 
Community Platform Server  30 
Community Agent Tool 90 
Review 25 
Post-Course Activities  
Assessment 60 
Survey 15 
TOTAL 3 hours 50 

minutes 
 

IMPORTANT NOTE: 

Because there will be no VKB when this training is released (or probably for some time 
after), this PRINTED course document will be used as a reference for RSC Agents to use 
until they become accustomed to using the tool. Be sure they print it out and take notes 
on it, and use it to answer the assessment. 
Also, the URL for CAT is not currently known. The CPS address is 
https://mspartner.microsoft.com/en/ca/Pages/Support/online-technical-
communities.aspx, though you must change the “en/ca” section to your country. This is 
for the NEW portal only (Argo). The Microsoft Partner Support Community for the old 
MPN Portal is https://partner.microsoft.com/global/40014662 (global version). 
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Microsoft Partner Support Community Overview 

This section should take approximately 10 minutes to complete. 

This brief lesson provides a high-level view of the Microsoft Partner Support Community and 

the online environment, including the tools that RSC Agents and Partners use. 

Lesson Objectives 

After completing this lesson you will be able to: 

 Explain the high-level thread management process 

 Describe Community Platform Server (CPS), the tool that Partners use to ask 

questions (create threads)  

 Describe Community Agent Tool (CAT), the tool that RSC Agents use to manage 

Partner questions (threads) 

Microsoft Partner Support Community  

This is a private online community where Partners may ask and respond to questions posted 

by other Partners. Various teams within Microsoft monitor these forums and provide 

responses to these questions as well.  Partners may access the support community forum and 

guidance pages from the Support section in the MPN Portal. 

Information on MPN Portal

 

Information to be shared with CSRs 

Why is this community particularly beneficial to Partners? 

Forums 

Help 
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1. The Microsoft Partner Support Community is only viewable by Microsoft and other 

Partners. By contrast, the MSDN and TechNet forums are publicly indexed by search 

engines. Partners may post things in the Support Community that they might not feel 

comfortable posting in a public environment. 

2. Every post to the support community is guaranteed to receive a response – and has a 

guaranteed initial response time (SLA) – from Microsoft support professionals. 

RSC Agents globally will now participate in supporting this community. 

 Helpful instructor information  

For your information, the NA region has previously supported this community using tools that 

are no longer being used as of this training. 

What are two benefits provided to Partners by the Microsoft Partner Support Community? 

1. _______________________________________________________________________________________________________

_______________________________________________________________________________________________________ 

2. _______________________________________________________________________________________________________

_______________________________________________________________________________________________________ 

Can you think of a benefit to Microsoft? 

___________________________________________________________________________________________________________

___________________________________________________________________________________________________________ 

Information to be shared with CSRs 

See if agents can think of a response (they might come up with something in addition, but be 

sure to mention): This community provides a place for Partners to search for existing answers to 

their questions before contacting Microsoft support, which reduces the amount of chat and calls 

that come in, and potentially provides Partners with an immediate response to their questions.  

Thread Management Tools 

There are two tools used to create and manage Microsoft Partner Support Community 

threads. We will look at them briefly in this lesson before examining each one in more detail. 

But first, let us review one definition. What is a thread? 

_____________________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 

Information to be shared with CSRs 

A thread consists of an original post and all associated responses to that post. In these forums, a 

Partner generally begins a thread by asking a question, and an RSC Agent (or another Partner 
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in the community) responds to this question, which adds a post to the thread. Make sure agents 

understand that a thread is not simply one post – it includes all responses to that post. 

Write the main purpose of each tool below as your instructor describes them. 

Community Platform Server (CPS) 

Information to be shared with CSRs 

Community Platform Server, referred to from now on as CPS, is the online tool that Partners use 

to create, respond to, and search for threads in the support community. Threads are divided into 

forums, categories, and topics. Partners may post questions here, or they may search for threads 

that other Partners have posted in order to see if their question has already been answered. RSC 

Agents must know how to use it in order to assist Partners, but they do not need to use this tool 

unless they are posting a thread themselves (for example, an announcement).  

 

Used mainly by: __________________________________________ Partners 

Purpose: __________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 

Partners post, search for, and reply to threads here.  

When would RSC Agents use this tool? 

_____________________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 
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RSC Agents will use this tool when posting a thread in CPS – this would usually be an 

announcement for the forum. 

CPS URLs 

 https://mspartner.microsoft.com/en/ca/Pages/Support/online-technical-

communities.aspx. This example shows the Canadian site – for the site in your area 

you must remove “EN/CA” and replace it with your country’s information. Note that 

this is for the new (redesigned) MPN portal only. 

 The Microsoft Partner Support Community for the old MPN portal is 

https://partner.microsoft.com/global/40014662 (global version). In this site, the 

forum is referred to as Partner Online Technical Community (POTC). 

 

Community Agent Tool (CAT) 

Information to be shared with CSRs   

Community Agent Tool, referred to from now on as CAT, provides all the functionality RSC 

Agents need in order to manage threads in CPS. This is why agents do not need to use CPS, other 

than to initiate a thread themselves. As the second screenshot shows (the Forums page), this tool 

has a much more complex interface that gives RSC Agents the ability to search for, filter by, and 

manage threads in a variety of ways. (The agents do not have to be able to read the information 

in the screenshot – it is just an example of the higher level of information available in CAT. They 

will see this screen later in more detail). 

Main page 

 

Forums page 

https://mspartner.microsoft.com/en/ca/Pages/Support/online-technical-communities.aspx
https://mspartner.microsoft.com/en/ca/Pages/Support/online-technical-communities.aspx
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Used by: __________________________________________  RSC Agents only 

Purpose: __________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 

RSC Agents use this tool to manage the threads that Partners posted in the CPS tool. 

The CAT URL (website link) is not yet known. 

 

Thread Management Process 

These two diagrams represent the overall thread management workflow, which includes the 

Partner, the RSC Agent, and the two thread management tools (CPS and CAT) that you will be 

introduced to shortly in more detail. 

Information to be shared with CSRs   

You will review these workflows again at the end of the course. For now, notice how the 

communications between Partners and RSC Agents run through both tools – the Partner-facing 

tool (CPS) and the Agent-facing tool (CAT). Information is automatically passed between them. 
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Partner Asks a New Question 
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Partner Updates Answered Thread 
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Community Platform Server (CPS) 

 Helpful instructor information 

This lesson should take approximately 30 minutes to complete. 
  
This lesson provides a detailed description of the CPS tool’s functionality. 

Lesson Objectives 

After completing this lesson you will be able to: 

 Log into CPS with the Moderator role 

 Navigate to the Forums, FAQ, and Code of Conduct 

 Search for, create, and reply to threads 

 Edit, delete, and designate threads as Answered or Helpful 

 Request notification of thread updates 

 Locate and edit a user profile 

 Explain the options (tools and filters) available only to moderators (not Partners) 
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Access and Navigation 

 Helpful instructor information 

This section should take approximately 5 minutes to complete. 
 
This section explains how to access CPS and navigate to the forum that RSC Agents will be 

monitoring – Partner Membership. 

Logging into CPS 

RSC Agents 

RSC Agents log into CPS using their own Microsoft Account ID (this was formerly referred to 

as Windows Live ID, or WLID), which has been assigned a Moderator role in CPS. This 

Microsoft Account ID will also be used to log into CAT. If you do not have a Microsoft Account 

ID or if you are a new RSC Agent, talk to your manager to be provisioned on CPS and CAT. 

Partners 

Partners must log in with a Microsoft account that is associated with an active Microsoft 

Partner Network membership (new Partners will no longer experience a 2-day delay when 

trying to access the forums  for the first time ).  

 

Partners’ browser language settings determine the language that CPS appears in, but 

Partners may select another language after logging in. RSC Agents should be aware of this, as 

it means that a Partner in France might be asking questions in the English language forum. 

Available languages are listed at the bottom of the website by clicking on the globe icon: 
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Notice that this area of the page is also where you can find the Code of Conduct and other 

information.  

 

CPS Navigation 

This is the Microsoft Partner Support Community homepage (in the CPS tool). There are three 

important areas:  

 

1. The top menu contains links for the Home page (this page), Forums, and FAQ (Frequently 

Asked Questions). Clicking Forums will bring up the list of available forums. The only one 

that RSC Agents are responsible for is the top one – Partner Membership. 

1 

2 

3 
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2. Users may either find answers (within existing threads) or ask a question in the center 

text field. The blue arrow at the right allows users to restrict their answer search to a 

particular forum. 

 

3. Finally, the Browse the Forums section lists the all of the forums. Partner Membership is 

the top left option.  

 

Other items you will find on the homepage: 

 Community Stars for the Week: Partners with the most posts for the week are listed 

here. 

 The Code of Conduct is linked at the bottom right of this and every page in the site. 

 The Language Selection option is located at the bottom left of this and every page. 
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Partner Membership Forum 

 Helpful instructor information 

This section should take approximately 7minutes to complete. 
 
This section explains the items on the forum homepage and thread list page, as well as forum 

basics like how to filter forum search results and ask a question. 

Partner Membership Forum Homepage 

This is the homepage for the Partner Membership forum. The other forums are similarly 

organized. The top section (highlighted in green dashes) lets users choose how to view the 

thread list – by a particular topic or category, or by all topics or categories. Any option takes 

you to the same page – the only difference is the way the information is initially displayed.  

Information to be shared with CSRs   

Notice that the top menu and Search box appear on this page (and other forum pages) as well. 

This time, the search will be limited to the current forum. The bottom section (Trending This 

Week) is self-explanatory, showing the top posts in each area. 

 

Thread List Page 

If you click the third item under “See answers by Topic” listed above (MPN Gold/Silver 

Competencies), the Thread List Page appears with this Topic already selected in the drop-

down menu options. 
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The thread list page will also show only Answered questions, because you requested to “See 

Answers by Topic” from the homepage.  

 

 

From the thread list page, it is possible to change a variety of filters to alter the threads 

shown. The filter and sorting options comprise the top portion of this page, and the search 

results are underneath them. Look at the image above. What types of filters are available? 

Information to be shared with CSRs   

If agents can read the screenshot above in English, have them provide as many answers as 

possible out loud in class. Otherwise, emphasize the items below and provide the answers: 

1. _________________________________________________________________________________________________ 

2. _________________________________________________________________________________________________ 

3. _________________________________________________________________________________________________ 

4. _________________________________________________________________________________________________ 

 

1. View All, Answered, or Unanswered threads 

2. Select Forum, Category, or Topic (we will look at the final field, Moderator Filters, later in 

this lesson) 

 

 

F 

I 

L 

T 

E 

R 

S 

R 

E 

S 

U 

L 

T 

S 
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3. Change the date range of a thread 

4. View Questions that have additional attributes – Me Too votes, no replies, no Helpful replies 

(these will also be discussed later) 

Which filters do you see selected or altered below? Which filters from the image above have 

been removed? Find at least four things. 

 

Information to be shared with CSRs   

Have RSC Agents answer this out loud. Answers: 
1. A date range has been added 
2. Only questions with no Helpful replies are shown 
3. At the top, ALL is now selected (rather than Answered questions only) 
4. The Topics filter has been removed, so that all Topics are being shown (not just MPN 

Competencies) 
 

We will look at the thread results and the information listed there in a few minutes. 

Partner Membership Forum 

Recall that this is the only forum that RSC Agents will be responsible for managing. There is 

only one category within the this forum, “Program Questions.” Within this category, there are 

many topics. 
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Ask a Question 

You have seen how to browse to the Partner Membership forum. But what if you would like 

to ask a question right away? From the homepage (or the search box of a particular forum), a 

user may type in an entire question, or just a few keywords: 

 

CPS retrieves a list of existing threads that might answer the user’s question, and asks the 

user to make sure their question is not listed before continuing. 

 

If the question is not listed, the user has the option to complete a form at the bottom of the 

page and submit the question as a new thread to a particular forum. 
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The Forum will always be Partner Membership (for threads relevant to RSC Agents), and the 

only Category option is “Program Questions.” Users are automatically notified when someone 

responds to their question. If they prefer not to be notified, they may uncheck the box at the 

bottom of the form. 

Once users click Submit, they will be taken to their Profile Page, where they will see their 

question listed with the others they have asked. 

User Profile Page 

This is the User Profile page. The top area shows statistics for the user, such as how many of 

their replies have been chosen as Answers, Most Helpful, or Helpful. The bottom area has tabs 

that provide several different types of information that will be described below. 

Question / 
Thread Title 

Additional 
Details 

Select 
a Forum, 
Category, 
& Topic 
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All of a user’s questions appear under  the My Questions tab. 

 

The other tabs above show similar personalized information. Hovering over any of these tabs 

will reveal what they contain: 

 My Answers: answers Partners have provided 

 Marked Helpful: threads they have found helpful 

 All Threads: all threads they have contributed to 

 Notifications: all threads they have subscribed to 

 Private Messages: all private messages they have received for threads 

Partners may also edit profile information – such as a display name, image, description, 

signature, URL (website), and preferences – from this page by clicking on the Edit Profile icon 

toward the top of the profile page. 
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Threads 

 Helpful instructor information 

This section should take approximately 15 to complete. 
 
Now that you have seen how to find answers and post questions, let us look at the threads 

themselves in this section. 

Search Results 

 

Each search result contains several pieces of information about that particular thread. Most 

of the items above should be simple to interpret, but write any notes below to reference later 

if any items are not clear. 

___________________________________________________________________________________________________________ 

___________________________________________________________________________________________________________ 

___________________________________________________________________________________________________________ 

___________________________________________________________________________________________________________ 

Information to be shared with CSRs  

Point out the following items above, particularly what the items at the left refer to (items 2-4 
below) 

1. Items may be sorted by all of the options shown – the most Helpful Votes, Me Too Votes, 

Replies, the most Recent and the most Views. 

2. A check mark at the left of the thread means that the person who posted the question 

has picked an Answer to the thread. 

3. The number of Helpful Votes refers to the TOTAL number of helpful votes that ALL 

responses to a thread have received (not only the response that is chosen as the Answer). 

4. A flag next to a thread means that it still requires an answer. If more than one user is 

interested in an answer, the flag becomes red (as shown above). Any user may indicate 

that they also have this question on the question page itself, which will be shown below. 
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5. The text items include the title of the initial question, number of views, the date posted 

and the Partner who posted it, the number of replies, and the date and source of the 

latest reply  

As you would imagine, clicking on a Partner name will take you to their Profile page. Clicking on 

the date takes you to the latest reply, and clicking on the title brings you to the first page of the 

thread. The other items cannot be clicked on. 

Thread Search Result Icons 

You might see blue icons to the right of a thread result.  

 

Write the meaning of each of the icons below next to the image. 

 Helpful instructor information  

Explain the meaning of each icon below as the RSC Agents write in the answers. 

 ________________________________________________________________________________ 

You are subscribed to this thread 

 ________________________________________________________________________________ 

This thread contains private messages 

 ________________________________________________________________________________ 

This thread is important 

  ________________________________________________________________________________ 

This thread has been deleted 

 ________________________________________________________________________________ 

This thread is locked from future replies 
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Thread Layout and Content 

Clicking on the title of a thread in a thread result opens the first page of the thread, containing 

the Question (including the number of additional Partners who had that question) and the 

chosen Answer (including the number of Helpful Votes the answer received). A complete 

description of the numbered items is below. 

 

1. The Forum, Category, and Topic in which the question is listed. 

2. The question (title and details), the Partner that posted it, and the date it was posted. 

3. Clickable options to Reply to the thread (with the option of quoting the original 

question), the option to receive email notifications (or stop receiving them) when this 

thread is updated, and Moderator Tools, which will be discussed in a later section. 

The Manage Abuse menu warrants more specific discussion. In this area, users may 

indicate that a specific post is inappropriate in any of the ways listed below. It also 

shows the Abuse History of that particular user. 

 Helpful instructor information  

Agents will learn how to respond to Abuse notifications later on – either in a separate 

training or communication or, most likely, in VKB. These processes have not been 

finalized at the time this course was submitted. 

1 

2 

3 

4 
5 

6 

7 
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4. The number of other users who also had this question. Any user may click on “Me 

Too” in this area to be added to this list. They will then be notified of any updates, 

unless they click Stop Emails in the clickable options area. 

 
5. Related threads 

 Helpful instructor information  

We don’t yet know how these are determined. This can be in VKB when we find out.  
6. The Answer, answer details, user who posted the answer, the date it was posted, and 

information about which specific post the answer was replying to (notice that in this 

case, the Answer chosen was NOT in response to the original question, but was in 

reply to a later comment by another user). 

All of the other responses in the thread are listed below the chosen Answer. Users who find 

any other response may mark it as Helpful at the top right of each response. 
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A reply that has been deleted will appear grey and crossed out. A post may deleted by the 

person who submitted it, as well as by forum moderators. 

 

How Partners Can Find the Best Answer 

Posts that actually contain the correct answer to the question will be marked "Answer" by  

the Partner who submitted the question (they may also change their mind and “Unmark as 

Answer”). However, Partners can also look for posts with a high number of "Helpful" votes, 

even if they haven't been marked as answers yet. These may appear with the designation 

"Most Helpful Reply." 

 

And 
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Editing and Deleting a Thread 

Users may edit or delete their own threads by clicking the Edit option under their post. 

 

The post appears for editing, and includes a Delete option at the bottom. 

 

Replying to a Thread 

There are two options when replying to a thread – Reply and Reply with Quote. A message 

that quotes the post (in blue) it is replying to is shown below. By default, the poster will be 

notified of any further responses to this thread. Clicking Submit will return the user to the 

initial Question page. 
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The response would go in this space. 
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Moderator Tools and Filters 

 Helpful instructor information 

This section should take approximately 2 minutes to complete. 
 
This section introduces the Moderator Tools and Moderator Filters options, which appear 

when you log in as a moderator. Recall the menu below appears beneath every post. 

Moderator Tools 

 

When the Moderator Tools link is expanded, a list of actions appears. Many have options that 

appear when you click the arrow at the right – such as the reason for Deleting a post or the 

recipient of an Escalation. Some of these options are customized according to the post. One 

option not shown here, for example, is “Split Message,” which allows you to post the same 

message in another area (forum, category, or topic) with another name. 

 

Private Replies 

Notice above the option to “Reply with a private message” to a Partner. A Partner's replies 

can also be sent privately to that moderator if this option is clicked.  

If a Moderator has designated a reply as Private, as mentioned above, the message will only 

be shown to that particular user. That user must click the notification below to view the 

reply: 
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The private messages are then shown in a separate box beneath the regular replies. 

 

Moderator Filters 

This filter appears at the right of the usual filter options (forum, category, and topic) on the 

Thread list Page shown earlier. It allows moderators to filter threads based on status, age, or 

other attributes. 
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Moderator Signatures and Form Text 

You will notice that moderator replies have a standard set of information at the end. There 

will be a standard signature for RSC Agents. This will be outlined in the VKB. 

 

SLAs 

Support is provided during business hours, 9 AM until 5 PM in the Partner's location. 

Knowing the county is important for you to know when you view Partner threads in a specific 

country, and then work to meet the SLA for that Partner. 

Initial responses are provided during local business hours (excluding holidays). Check the 

VKB for current SLA information. 

 Helpful instructor information  

The VKB will likely not be available yet, but in the future that is where Agents will look for SLA 

information. 
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Community Agent Tool (CAT) 

 Helpful instructor information 

This lesson should take approximately 90 minutes to complete. 
 

This lesson explains CAT in more detail and describes how RSC Agents use the tool to manage 

Partner threads. 

Lesson Objectives 

After completing this lesson you will be able to: 

 Navigate the CAT tool and explain each element on the CAT homepage 

 Explain the layout, functions, filters, icons, and options on the Forums page 

 Navigate, explain, and customize the Threads page display, and interpret its icons 

 Set relevant Profile and Preferences information 

 Explain the purpose and management of tickets and tasks 

 Describe the purpose and use of the labor timer 
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The CAT Homepage 

 Helpful instructor information 

This section should take approximately 15 minutes to complete. 
 
This lesson introduces you to the CAT homepage and its five sections. It also discusses items 

found on the homepage, such as Alerts, Announcements, and personalization options.   

CAT Cards 

The five “cards” shown on the CAT homepage provide access to key areas of the CAT 

experience.  

 The Forums card takes you to the Forums page where you can select, view, and work 

the threads that appear in the Partner Membership forum.  

 The Monitored Threads card lets you view a list of threads that you have identified 

as ones that require your ongoing oversight. RSC Agents will not need to use this area. 

 There are also three incident management cards: My Team Tickets, My Tickets, and 

Tasks. The incident management cards refer to various aspects of the CAT ticketing 

system. Tickets help you manage and track the work that you perform in your forums. 

This subject is covered in detail later in this course. 

 

 

Preferences and Profile Menus 

A drop-down menu next to your username at the top right of the screen gives you access to 

your CAT preferences and CAT profile information. My Profile provides access to your Public 

and Private Profile pages. My Preferences allows you to configure alerts that notify you when 
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certain conditions are met in the threads you support. Both of these topics are covered later 

in the lesson. 

 

Announcements 

You can mouse over the Announcements icon (the icon on the right) to view a clickable list of 

announcements relevant to you and your job role. It is important that you check these 

announcements daily. 

 

Alerts 

You can hover over the Alerts icon (on the left) to view a clickable drop-down list of alerts (in 

the case below, there is only one). The alerts that appear here are configured by you in your 

CAT preference settings. You will learn more about alerts later in this course. The Alerts icon 

will not appear until you have configured some alerts from your My Preferences page.  

 

Help 

The Help menu on the top right side of the page lets you download the CAT Agent User 

Manual and the CAT Admin User Manual. Many optional processes that are not included in 

this training can be accessed here. 
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The Forums Page 

 Helpful instructor information 

This section should take approximately 10 minutes to complete. 
 
The Forums page gives you direct access to the Microsoft Partner Support Community 

threads that you support. This section familiarizes you with the Forums page and the tools 

that are available to help you manage threads. 

View the Forums Page 

Clicking the Forums Card from the CAT homepage brings you to the CAT Forums page. This is 

where you begin your work in CAT. 

                

The narrow Forum Tool tab at the left above can be expanded so that agents may select the 

relevant forum. Below it is shown with the RSC Agent area selected for RSC Agents handling 

English language threads (Program Questions category within the Partner Membership 

forum): 

 

CAT Toolbar 

At the top right side of the Forums page is the CAT Toolbar. The buttons in the CAT Toolbar 

provide quick access to Announcements, Tasks, Monitored Threads, the Forums Page, the 
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Labor Center, and the CAT home page. You have already seen the Alerts and Announcements 

icons. You will hear about these other sections alter in the course. 

 

Forum Page Sections 

The Forum page is composed of three major sections: 

Forums List – This list (at the left) expands to let you select the forum that you support. This 
was shown above. 

 

Threads List – This list shows you the threads in the CPS tool (Microsoft Partner Support 

Community).  
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Search / Filter Pane – This lets you use an extensive set of filters and sort options to define a 

list of threads that appear in the Threads list. 

Information to be shared with CSRs  

This pane can be expanded and retracted by clicking the chevron next to the Search / Filter title 
text at the top left of the pane. When you are using a default search profile (explained later in 
more detail), this pane retracts, because the profile has pre-selected the filters used for that 
search. 

 

There are a few Partner-specific options at the top. One is in the Search By field at the top of 

the Search/Filter pane, Partner Email and Partner Name. Thread ID and Title are standard 

fields. 
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You can also filter by Partner Level and by Country. For Country, use the country code of the 

partner to view threads related to that specific partner. 

 

 

 

Search Profiles 

Search Profiles define what appears in the Threads List.  

Information to be shared with CSRs  

The threads that appear in the Threads List are determined by the Forum and the values 

selected in the Sort/Filter tool. The default search profile that is used when an agent logs in is 

created by the team manager, and RSC Agents may not alter it. However, they may create an 

additional personalized profile if they choose to. 

Who creates the default search profile that RSC Agents see when they log in? 

____________________________________________________  their team manager 

 

What search values are included in the personalized search above? 

Information to be shared with CSRs  

The profile above will return threads with the following parameters: 

 created in the past month 

 monitored by that RSC Agent 

 Partner level is Gold 
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Default Search Profiles 

When you sign into CAT for the first time, the list of threads that you see will be pre-filtered 

for you using a search profile defined for your team.  

Information to be shared with CSRs  

The text in the Profile drop-down menu contains the name of the search profile used to define the 
current list of threads appearing in your Threads List. Below, you see one personal profile, one 
team profile, and two built-in profiles. There will also be two profiles when you log in, but they 
will not necessarily have the same name as the two below. 

 

When you click the radio button next to the word Profile, the Search/Filter pane retracts. This 

is because when you select a Profile, you are telling CAT that you want to work only with the 

default search profiles. 
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The Threads List 

 Helpful instructor information 

This section should take approximately 12 minutes to complete. 
 
This lesson familiarizes you with each of the components that make up the Threads list. 

Threads List Icons and Columns 

The Threads list lets you directly interact with threads, manage your threads, and track your 

threads using ticket options (tickets will be discussed in the next lesson).  

The Threads list has multiple columns. Each gives you information about the thread, or 

enables you to take some action on the thread.  

 

The columns may be customized by clicking the Select Display Columns chevron at the top 

left. Once you make changes to the columns you would like displayed, you must click Search 

again at the top right of the tool, as though you are initiating a completely new Search. 
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Checkboxes and Bulk Actions 

The checkboxes on the left side of the list are used for selecting threads upon which you want 

to perform an action. You can select multiple checkboxes to perform bulk actions on several 

threads at once. 

For example, if you select one or more checkboxes and then select an action such as Make 

Sticky from the Actions Options (directly beneath the Threads List), you will have made all of 

the selected threads sticky threads (threads that remain at the top of a thread list) in the 

forums. 

 

Actions 

The Actions Options at the bottom of the Threads list provides access to a large number of 

actions that you can perform on a thread (or multiple threads).   

Columns 

Status 

The Status Column is directly to the right of the thread selection checkboxes and displays 

status indicator icons. 
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Write in the definitions of each of the icons below as your instructor tells you. 

Icon Definition 

 
A ticket has been assigned to the team. 

 The thread is currently being monitored.  

 The thread has been answered. 

 
The thread has been flagged in the forums 
as containing abuse.  

 The thread is locked. 

 
The thread has been made a sticky. 
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Icon Definition 

 
The thread has been closed. 

 The thread has a private message. 

 

What does this status mean? Look at each icon: 

 

Information to be shared with CSRs  

Answers (active icons from left to right) 

 Thread has been assigned (ticket has been created) 

 Thread has been made sticky 

 Thread has private message 

Which image below shows the following statuses for a thread? 

 Thread has been answered 

 Thread has a private message 

 Thread has been closed 

 Thread is “sticky” 

  

Answer: the first image 

Subject 

The Subject column contains the name of the thread as it appears in CPS. If you click the link, 

the thread opens in a new window, allowing you to work in the CPS environment while still 

within CAT. 
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CAT     CPS Thread visible from within CAT 

 

Informational Columns 

Informational columns vary depending on what you have chosen to view.  

Information to be shared with CSRs  

Provide these examples to agents and have them write the list down. 

1. The external status of the thread 

2. The labor time invested in that thread 

3. The thread’s age 

4. Idle post time (how long the thread has been idle since its last reply) 

5. Initial response time 

6. How many replies the thread has received 

7. How many times the thread has been viewed 

List seven possible things that these columns might tell you: 

1. ___________________________________________________________________________________________________ 

2. ___________________________________________________________________________________________________ 

3. ___________________________________________________________________________________________________ 

4. ___________________________________________________________________________________________________ 

5. ___________________________________________________________________________________________________ 

6. ___________________________________________________________________________________________________ 

7. _________________________________________________________________________________________________ 
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Idle Working Hours Column 

Idle Working Hours indicates the difference between the last reply to 

the thread was posted and the current time.  How are these hours calculated? 

___________________________________________________________________________________________________________ 

Information to be shared with CSRs  

 Idle working hours calculations are based on the Partner's country time zone. 
 
Use this information to effectively manage your work without affecting the SLA. Sort your 

search results by the "idle working hours" column to work on the threads with the longer 

"idle working hours" first. This column is always available. 

Deleted Threads 

If a thread is deleted for any reason, the thread appears in the Thread list with a 

strikethrough. However, if one post in the thread is deleted due to abuse, the thread will still 

appear in a deleted search list, but it will not have a strikethrough.  

 

Threads may be deleted (or un-deleted) by clicking that option under the Threads list. If you 

choose to delete a thread, you must provide a reason. 
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Viewing Multiple Threads 

CAT lets you open multiple threads at once. When you double-click on a thread, that thread 

opens in a new browser tab. This makes it convenient for you to work multiple threads 

simultaneously, and for when a task requires that you have more than one thread opened). 
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Preferences and Profiles 

 Helpful instructor information 

This section should take approximately 5  minutes to complete. 
 
The drop down menu adjacent to your user name at the top right side of the CAT interface 

give you access to your preferences and profile settings. The Preferences page lets you 

configure alerts. The Profile page lets you select a small number of CAT options.  

My Preferences (Alerts) 

CAT lets you customize a set of alerts that will notify you whenever a thread meets the 

criteria described in that alert. To view the My Preferences page, click the downward facing 

triangle next to your username at the top right of the CAT page. 

 

After clicking My Preferences, the My Preferences > Alerts Settings page appears. Click the 

Alerts you would like, then click Save.   

 

Having configured alerts, an alerts icon appears in the CAT Toolbar. Active alerts are 

indicated by a red circle containing a number. The number tells you the number of threads 

that match the alert criteria. 
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You can hover over the Alerts icon to see your list of alerts. Notice that the Alerts icon shows 

you the total number of threads that have triggered an alert. The menu shows you which 

alerts have been triggered and how many threads are affected. In this case, the Alert applies 

to one thread. 

 

 Note:  

If the Alerts icon does not display in CAT, it is because you have not used the My 
Preferences page to set up any alerts. Once you have created an alert, the alerts 
icon will appear. 

 

My Profile 

From the drop down menu next to your name, select My Profile to view your Public and 

Private profiles.   

 

Your Public Profile lets you change your time zone, select right to left text orientation, and 

enable “turn on labor timer automatically” when you work a ticket or task. You will hear 

more about the labor timer later in the course. 
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Your Private Profile is read only and is configured by your manager. 
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Tickets 

 Helpful instructor information 

This section should take approximately 10 minutes to complete. 
 
CAT uses an automated system that assigns a ticket to each Partner thread. This section 

explains how to view and interpret your team’s tickets and your own tickets. 

Tickets let you document your work on a thread in a variety of ways that are not visible to 

Partners. They also let you take actions on a ticket. There is a new ticket for each thread. A 

closed ticket (for an answered thread) can be re-opened if a thread has additional new 

activity that requires RSC Agent action. 

List three things that Tickets allow you to do: 

Information to be shared with CSRs  

 Document your troubleshooting 

 View and edit labor spent on a ticket 

 Perform other thread management tasks where direct communication with the Forums 

user (Partner) is not necessary 

1. __________________________________________________________________________________________________ 

2. ___________________________________________________________________________________________________ 

3. ___________________________________________________________________________________________________

___________________________________________________________________________________________________ 

 

You may hover over the Tickets icon to bring up the menu below. Then click either “My 

Tickets” or “Team Tickets” depending on whether you would like to view tickets you own or 

tickets that have been assigned to your team (more details on ticket ownership and 

assignment are below). 

 

Once you have your ticket list, click on a ticket Subject link. 
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The ticket window appears.

 

The second column from the left (Thread Detail) includes the original text of the thread and 

all replies entered into CPS. You may reply right in this window (shown below). 
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Here is a close-up view of the other tabs. You will see more on each tab in the next section. 

 

Automated Tickets 

CAT automatically assigns tickets to a team, based on a set of ticket creation rules defined for 

that team (these rules are set up as part of the team’s search profile). This profile should be 

set up by the team manager. When the conditions are met that satisfy the search profile, an 

automated ticket is generated. 

View the Team Tickets List 

The Team Tickets List lets you view all of the tickets assigned to your team. Tickets are 

assigned automatically to the team that is managing the forum. The team lead monitors the 

Team Tickets list, but does NOT assign tickets to RSC Agents.  Agents should take ownership 

of the oldest ticket in the Team Tickets list. 

To view the Team Tickets List, go to the Search/Filter pane, select the Owner dropdown 

menu, and then select My Team.  Click Search.  

Information to be shared with CSRs  

Remember that you can access the Team Tickets List by hovering over the Tickets button in the 

CAT Toolbar and selecting Team Tickets. However, to begin to understand how the tickets list is 

generated, let’s use the Search/Filters option to load the Team Tickets List. 
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Your Team Tickets List loads. 

 

Take Ownership of a Ticket 

 You can take ownership of a ticket by clicking the Take Ownership button directly in 

the Ownership Column. Both are visible in the image above. 

 Alternately, you can select multiple tickets and then use the Take Ownership Link 

below the Team Tickets List to perform a bulk accept. 
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View the My Tickets List 

To view tickets that you have taken ownership of, open the My Tickets List. 

There are several ways to do this. 

 From the CAT Toolbar, click the Tickets icon. The default action is to open the My 

Tickets List where the default search profile has selected YOU as the owner. This list 

displays tickets that you have taken ownership of.  

                      
 However, you can also hover over the Tickets button in the CAT Toolbar. A fly-out 

appears that lets you select My Tickets. This selects the same search profile as clicking 

the Tickets button. 

 

 Links to My Tickets and Team Tickets are also available as cards found on the CAT 

homepage. 

 

 You can also create a custom search in the same way that you created a custom search 

for a thread. To use this method, click the chevron that is to the right side of Tickets 

Search/Filter, and select My Tickets from the Owner option list. 
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Custom Flags 

You can specify one or more Custom Flag values by which you can search the tickets. 

There is no set way to use these flags. Use them to effectively manage your work. For 

example, if you are working on multiple tickets, you may want to work on tickets with the 

"pending on partner" customer flag before you work on tickets with the "solution delivered" 

custom flag. 

 

 

Select Custom Flag in the display column options for a ticket in order to see the custom flags 

that have been assigned to the tickets in the search results. 
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The Ticket Search result pane will add an additional column, Custom Flag. 

 

You can change the custom flag by clicking link in the Custom Flag column for the specific 

ticket (as shown above). A dialog box appears where you can select another flag from the list 

and then click Submit. The flags that you see differ according to your environment. 

 

 

The My Tickets List 

The My Tickets List shows you the tickets that you own. From the My Tickets List, you can 

click a ticket name in the Subject column title to open and review the ticket in a new window. 

Once the ticket has been reviewed, you may close that window and return to the My Tickets 

List. As you can see, the Team Tickets List looks much like the My Tickets List. Both are just 

predefined search profiles. 
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Note that you can Release ownership of a ticket just as you can Take Ownership (see the 

icons above). This returns the ticket to the Team Ticket list. A Team Manager may reassign 

tickets as needed, such as when an agent is sick or does not have the expertise to resolve an 

issue that another agent can resolve. 

Other actions available in the menu underneath the ticket list include: 

 Reopen a previously closed ticket 

 Reassign a ticket 

 Resolve a ticket 

 Unresolve a ticket 

 Clear Follow-up Flags:  Whenever there is a change to a thread, such as a response 

on the thread marked as Helpful or Me Too, a Follow Up flag is set on the thread. This 

option lets you clear that flag. 

 Export tickets:  This auto-selects all tickets in your list and exports to Excel. 

Alternately, you can select a group of tickets (select their check boxes) and click 

Export Selected Tickets to pull a subset of your tickets list into Excel.  

 View:  This provides the same access as double clicking the ticket title in the Subject 

column.  

“Search By” Options 

If you know the ticket number or the title of a ticket, you can find that ticket using the search 

by Ticket Number or search by Ticket Title fields. Simply select the appropriate radio button, 

enter you text or numeric value, and click Search. You may also search by Partner Name or 

Email (as you can with a thread). 
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Customizing the Tickets List Columns  

Like the Threads List, you have the ability to customize the display columns that appear on 

your tickets page.  

 

Information to be shared with CSRs  

This is the same as customizing the Threads List columns: Click the downward pointing chevron 

next to the Select Display Columns heading to expand the customization options. Check the 

columns that you would like to display and uncheck those that you do not want displayed. Then 

click the Search button to load the changes. 

To see tickets that have been marked with a follow up flag, customize your ticket columns 

and make sure that you have selected Follow Up. 
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Interpreting Tickets 

 Helpful instructor information 

This section should take approximately 20 minutes to complete. 
 
This section explains how tickets are used to manage threads by performing actions on their 

associated tickets. 

Ticket Documentation Tools 

Information to be shared with CSRs  

Now that you know how to search for, filter, and view tickets, let us look at how you can use 

them to manage threads.  

Tickets provide you with a convenient and effective way to document and track your activity 

on a thread.  Tickets are composed of action tools that allow you to perform various actions 

on a ticket, and a set of Ticket Documentation Tools that you use to log your progress on the 

ticket and document your work. Let us look at each of the tabs in the ticket. 

Ticket Details 

 

The Ticket Details tab provides information on the status of the ticket.   

What type of information is available here? 

Information to be shared with CSRs  
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1. The status of the ticket (For example, is the ticket open or closed?) 
2. Who owns the ticket? 
3. The reason that a ticket was opened 
4. Unanswered reason: If the thread was closed as unanswered, you will select a reason 

code from this list. 
5. Custom Flag: Displays the Custom Flag that you set on your ticket. From this list, you can 

also view or change a custom flag for the ticket. 
 

1. ____________________________________________________________________________________________ 

2. ____________________________________________________________________________________________ 

3. ____________________________________________________________________________________________ 

4. ____________________________________________________________________________________________ 

5. ____________________________________________________________________________________________ 

 

Ticket Detail Fields 

 

Here is a close-up of the ticket detail fields. Write in the definitions of the following fields, 
which may not be familiar to you: 

Field Description 

Initial 
ReponseTime 
Target 

 

This is when the ticket should first be responded to 
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Field Description 

Service Level 
Agreement Target 

 

Set an SLA for this ticket. When you set an SLA, you will be alerted when 
your ticket has exceeded or is close to exceeding the SLA date. (However, 
you must have configured an alert to do this.) 

Issue Type Code 
(list) 

 

This list lets you select an issue code appropriate to the ticket 

Solution By (list) 

 

 

This menu lets you select the role of the person who provided the solution 
to the thread. For example, if a user provided a reply that is selected as an 
answer, you would select Solution by - MSCommunity User. If you provided 
the solution, select Solution by - MSFT CSS.  If an MVP provided the 
answer, select Solution by – MVP.  

Drop-down lists of Issue Type and Solution By fields: 

            

Fields beneath the above list: 

 The Comment field lets you keep a continuing log of notes in the ticket.  

 The Summary field provides a place for you to summarize the issue and its resolution 

before you close the ticket. 

 

Once you complete the ticket updates, remember to click Save before moving to another tab. 

The History Tab 

The History tab provides a history of activity on the ticket. For example, if you enter notes in 

a ticket, change the value of a drop-down menu from within a ticket, or create a task, that 

activity is recorded and exposed in the History tab.  
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The Notes Tab 

The Notes tab provides a place for you to enter new notes and review previously entered 

notes. 

 

The Ticket Log (click Add Log above) lets you add notes to the ticket. 
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The rest of the Notes areas are as follows: 

 Ticket Log: This is a place for you to log notes of a general nature against the ticket.  

 Bug: If a ticket has identified a bug in a product, you can submit the bug details here. 

 Compliment: If you receive a compliment from a community user for the support you 

provide, copy and paste it into the Compliments field. 

 FAQ: If you believe that a resolution for an issue posted to the forums would be a good 

candidate for an FAQ, post the Q&A pair to the FAQ Detail field. 

 DCR: DCR is a change request. Any change request for the product would be provided 

here with details about where (usually a bug database) it was logged.  Status will also be 

provided. 

The Labor Tab 

The Labor tab provides a summary of the captured labor time logged against the ticket as 

well as giving you the opportunity to add labor to this time using the Add Manual Labor 

button. 

 

You will learn more about using the labor viewing and input tools later in the course. 
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 Note:  

RSCs do not use the Quality Review tab (the next tab), as they provide surveys 
instead to Partners. 

 

The Tasks Tab 

If tasks have been created for this ticket, they will be summarized under the Tasks tab. 

Notice that you can accept or reject open tasks here. You will learn about tasks in the next 

section. 

 

Partner Info 

The Partner Info tab at the far right has information such as Partner ID, Organization Name, 

Country, and Program information. 

 

Ticket Actions 

Now that you are familiar with the documentation and reference capabilities of the CAT 

Ticket, let’s look at the ticket tools that are available for you to use. 

Start by opening a thread that has a ticket attached to it by clicking on the Subject line. Recall 

that the green arrow status icon indicates a ticket has been automatically assigned to the 

thread. 
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Next, click the ticket number found in the Information Box at the right of the thread window. 

You will work in the ticket windows (which you have just seen) and not the thread windows. 

 

The window refreshes and the ticket tabs are now visible. Make sure you are in the Ticket 

Details tab and then locate the Ticket Actions box.  

The Ticket Actions box provides you with several tools. This list may vary depending on the 

situation. Some options are shown below: 

              

Release 

Some occasions warrant returning tickets that you own back to the Team Tickets list. In these 

situations, you want to ensure that your tickets are picked up and resolved by others. 
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Releasing the ticket returns it to the Team Tickets list where others can accept ownership of 

the ticket and resolve it. 

Information to be shared with CSRs  

See if agents can come up with any examples of when they would need to release a ticket. Provide 

these examples if they do not come up with them on their own: 

 When you need to leave work early and a ticket must be resolved 

 When you must be away from work for a few days 

Name two examples when you might want to release a ticket. 

1) ______________________________________________________________________________________________________ 

2) ______________________________________________________________________________________________________ 

Resolve 

When you have finished working the ticket and the issue has been resolved, click the Resolve 

button to close the ticket. The following notice appears on the ticket and a Reopen button 

appears under Ticket Actions. 

 

When you click Resolve, the following dialog box is displayed. You must select how the ticket 

was resolved and then click Resolve.  

 

You can return to the ticket later and reopen it by clicking the Reopen button. 
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 Note:  

A dimmed, grayed-out labor timer appearing in a community indicates that 
the ticket has been marked as resolved.  The timer will only be available in an 
open ticket. 

Unresolve 

If the ticket cannot be resolved, you can close the ticket using the Unresolve button.  

 

You have the following list of reasons for closing the ticket. 

 

After you select the reason for closing the ticket, you must select how you are closing the 
ticket from the Close As list. 
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Tasks 

 Helpful instructor information 

This section should take approximately 10 minutes to complete. 
 
This section introduces tasks, which are sub-divisions of a ticket. 

What Is a Task? 

A Ticket describes a broad issue the must be addressed before the thread can be resolved. 

However, there may be unique sub-components of an issue that need to be completed 

individually before the ticket can be closed. To help manage these smaller jobs, you can 

create a Task. A task may be created for each reply within a thread.  

Tasks represent unique actions that must be completed before a ticket can be considered 

resolved. These tasks can be assigned to others (and others can assign them to you). This 

might happen you would like another agent to provide particular information without giving 

them ownership of the entire thread. 

My Tasks 

Tasks that have been assigned to you by others appear in the My Tasks List. To view the My 

Tasks List, click Tasks in the CAT Toolbar. The drop-down list on the right appears. 

             

A link to your Tasks list is also available as a card found on the CAT home page. 

 

The My Tasks workspace is relatively simple compared to the Threads and Tickets 

workspaces.  There is no customization of column fields, no ability to search, and no icons. 

From the My Tasks list, you may do three things. What are they? 

1. ______________________________________________________________________ 
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2. ______________________________________________________________________ 

3. ______________________________________________________________________ 

Answers:  

 View the Task by clicking the task title 

 Accept the task 

 Reject the task 

You can also see the name of the person who assigned the task to you, as well as assignment 

comments (giving you a quick glance into the task). The due date and other information, such 

as the parent ticket number and Task ID, are also available here. To view the parent ticket, 

click on the ticket number link (the third column). 

 

View the Task  

Click the Task Title, and the task details open in a new browser window.  

There are three task tabs, which are inactive until you take ownership of the task. The task 

number (at the top left) and the timer (at the top right) are displayed on all three tabs. 

 

Information to be shared with CSRs  

Explain the following tabs and have the agents write it down. 

1. Task Details: This tab summarizes the Task status.  All fields except the Proposed 
Suggestion field are dimmed, as these are controlled by the Ticket owner.  The only active 
components are the Ticket Number link (which lets you view the parent ticket) and the 
Accept, Reject and Update buttons.  



 

68  © 20154  Microsoft Corporation. All rights reserved. 

2. Labor: This tab provides a summary of the labor time logged against the task and the 
ability to add manual labor entries (more on labor later). Make the point that, in most 
cases, you will use the labor timer to report time. But, in some instances you must manually 
add (or remove) time from your labor logs. The Labor tab lets you do this. 

3. Notes: This tab lets you view and enter notes for relevant to the task. You can also edit and 
delete notes that you create. 

Fill in the definitions of the fields below as your instructor tells you. 

1. Task Details: 

_________________________________________________________________________________ 

_________________________________________________________________________________ 

_________________________________________________________________________________ 

2. Labor: 

_________________________________________________________________________________ 

_________________________________________________________________________________ 

_________________________________________________________________________________ 

3. Notes: 

_________________________________________________________________________________ 

_________________________________________________________________________________ 

Accept the Task  

Click Accept on the top right of the Task Details tab to accept a task.  

 

The Task Details tab is then refreshed and the Accept and Reject button have changed to 

Resolve and Unresolve. Note that the Update button is here as well. The Task Details fields 

remain dimmed. 
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As you work the task, you may need to edit or update the task. Click Update and the 

Assignment Comments field becomes editable. 

Submit and Cancel buttons where the Resolve, Unresolve and Update buttons were 

previously. Type your comments in the field and then click the Submit button to save them.  

 

The task can be resolved (closed with a successful solution) or unresolved (closed without a 

solution). 

Resolve 

Click Resolve on the Task Details tab to resolve the task. When you click Resolve, the Reason 

drop down is populated with Solution Found and the Proposed Solution field becomes 

editable. 

Unresolve 

If you are unable to find a solution for the task assigned to you, it can be closed as unresolved. 

From the Task Details tab, click Unresolve. The Reason dropdown becomes active and there 

are several options from which to choose.  

Information to be shared with CSRs  

For example, if the issue exceeds your technical ability, you would select, Beyond Technical 

Expertise. If there is no resolution, you would select No Solution Available. The Proposed 
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Solution field becomes active, and you must provide notes explaining your reason for closing the 

task as unresolved. 

When you Resolve (or Unresolve) a task, it is removed from your task list. 

Reject a Task 

When you reject a task, the task is returned to the ticket owner.  As no confirmation is 

provided, you must summarize why you are rejecting the task in the Notes tab. This can be 

done either before or after rejecting the Task. 

You can also bulk accept or bulk reject assigned tasks by selecting multiple checkboxes and 

clicking Accept Tasks or Reject Tasks. 

Create a Task  

You may create a task at the bottom right of the ticket window, under Ticket Actions. 

 

In the Create Task dialog, do the following: 

1. Type a Task Title. 

2. Select a Task type. 

3. Select a Team and an individual for whom the task will be assigned. 

4. Enter a Due date. 

5. Summarize the instructions for the assignee in the Assignment Comments field. 
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Closing Tasks 

At some point, an open ticket must be closed. You will learn how to close a ticket later. For 

now, it is important to understand that when a task is created for a ticket, a dependency is 

created. The ticket under which the task has been created cannot be closed until after the task 

has been marked as Resolved. 
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The Labor Timer 

 Helpful instructor information 

This section should take approximately 4 minutes to complete. 
 
The Labor Timer is used to track the labor time that you spend working on a ticket or task. 

The lesson helps you understand how to use the labor timer appropriately and alerts you to 

some of the considerations that must be observed to ensure that the time reported for your 

work is accurate. 

Labor Timer Overview 

The Labor Timer is at the right of the Thread window that opens when you click on a thread 

in CAT. It lets you document the time that you’ve spent working on a thread, ticket or task. 

When you start working a thread, click the Start icon (highlighted in red below) to start the 

timer. 

Recall this image from the previous section.  

 

Auto-Start 

If it has not already been configured for automatic labor tracking, you can configure the Labor 

Timer to start when you open a thread. Do this using the controls found in your My Profile 

panel on the Public Profile tab. 
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You can pause the Labor Timer by clicking the Pause button.  

Information to be shared with CSRs  

Use the Pause button when you take a break, or when you begin working on another thread. If 

you open other websites or talk to another RSC Agent as part of researching a thread, that is 

part of the time you spend on a thread, so you should NOT pause the labor timer in that case. It 

does not matter whether or not you own a ticket. Even if it has been assigned to another RSC 

Agent, you should use the labor timer to track the time you spend on that ticket. This time still 

counts as time the RSC spends answering threads, and the goal is to get an accurate picture of 

how much agent effort is required to respond to a thread. 

When should you use the Pause button? 

___________________________________________________________________________________________________________

___________________________________________________________________________________________________________ 

Answer: taking a break, working on another thread 

When should you NOT use the Pause button? 

___________________________________________________________________________________________________________

___________________________________________________________________________________________________________ 

Answer: doing tasks that are part of answering a thread, such as talking to another agent about 

the thread or doing research 
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Should you track your time working on a thread with the labor counter if you are NOT the 

person assigned to that thread? Why or why not? 

___________________________________________________________________________________________________________

___________________________________________________________________________________________________________ 

Answer: Yes, agents should track the time. Even if they do not own the thread, they are spending 

time working on it, so it counts toward the total time the team spends answering a thread. 

There is also a Stop button. When you click Stop, the Labor Timer resets to zero and a labor 

log is generated that appears in the Labor Center (discussed below). 

 

Idle Time Out 

The Labor Timer automatically pauses after 25 minutes of inactivity. Should the Labor Timer 

time out, please remember to restart the timer when you begin working on the thread again. 

Skewed Labor Reporting 

The 25-minute time-out has the potential to skew your labor reporting. It is therefore 

important that you remember to use the Pause button whenever you expect to be away from 

your work or when you begin working another thread (in a second tab) for more than just a 

few minutes.  Here is why: 

Thread 1 Thread 2 Thread 3 Total Labor 

Open in tab 1 Open in tab 2 Open in tab 3  
 

Not working on this, 
not pausing timer 

Not working on this, 
not pausing timer 

Working for 5 
minutes, then 
stopping timer for a 
break 

= 5 minutes 
actual labor 

25 minutes on timer 25 minutes on timer 5 minutes on timer = 55 minutes of 
labor logged 

 

The 25-minute time out will capture more labor time than you have actually worked if you do 

not PAUSE the threads you are not currently working on. 

 

 Important: 
When your labor timer pauses after a 25-minute time out, you must remember 
to manually restart the labor timer when returning to the thread. It will NOT 
automatically restart. 
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The Labor Center 

 Helpful instructor information 

This section should take approximately 3 minutes to complete. 
 
CAT adds the labor time from working on your threads, tickets, and tasks. The Labor Center 

lets you view your labor records.  It also allows you to manually add or remove (add 

“negative”) time from your  records to ensure that you are providing an accurate assessment 

of your workday. All changes (additions or subtractions) are recorded in the labor log. 

Overview 

Click the Labor Center button on the CAT Toolbar to load the Labor Center. Here you see all of 

the labor recorded for your work in the forums. A set of filter and sort tools is available to you 

to help refine the labor records that appear in your labor logs. 
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Labor Category 

There are two types of labor categories. As you can see in the Labor Center’s search tool, you 

can choose from Auto Captured Labor or Manual Labor. 

 

Auto-captured labor refers to the labor that is captured when you start and stop the labor 

timer when you are working a thread in CAT. This is what you should use as the default 

option. 

Manual Labor is recorded labor that you have added using the Labor Log tool in the Labor 

Center. This is only for making corrections to your time, such as when you leave a labor timer 

running for a ticket that you are not working on. 

Add Labor 

1. Open the Labor Center and scroll to the Labor Log section. 

2. From the Labor Log select the following: 

a. Select a product from the Product drop-down menu. 

b. Select an appropriate labor type from the Labor Type drop-down menu. 

  
3. In the Labor Time (minute) field, enter the amount of time that you want to add (in 

minutes). Input a negative number to subtract time. 

 

4. Click Add Labor. You labor has been recorded and now appears in your labor logs. 
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Review: Thread Management Process 

 Helpful instructor information 

Spend 20-25 minutes on this section. Answer any remaining questions that the agents have based 
on information you have presented. 

Here again is an overview of the entire thread management process. Review these two 

diagrams and make sure you understand the end-to-end workflow by completing the two 

exercises. 

Partner Asks a New Question 

 

Exercise: New Thread 

 Helpful instructor information 

Spend 5-10 minutes on this exercise. 

Write the name of the person or tool that performs the following tasks to the immediate left 

of the action. At the far left, number each step in the order they appear in the process diagram 
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above (number the actions #2 – 7). The first item (step #1) is done for you. Note that not 

every step above is listed. 

___1____    ______Partner____________  Logs in with a Microsoft account that is associated 

with an active Microsoft Partner Network membership 

_________    _____________________________  Marks a thread with a Follow-Up flag 

7; CAT tool 

_________    _____________________________  Views the thread response and marks as Answer if 

appropriate 

6; Partner 

_________    _____________________________  Submits thread in Program Questions category 

2; Partner 

_________    _____________________________  Displays a response for the Partner to view 

5; CPS tool 

_________    _____________________________  Creates and assigns a ticket for RSC Agents 

3; CAT tool 

_________    _____________________________  Takes ownership of and works on the ticket 

4; RSC Agent 
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Partner Updates Answered Thread 

 

Exercise: Updating a Thread 

 Helpful instructor information 

Spend 5-10 minutes on this exercise. 

Fill in the blanks below. 

The Partner logs into _______________ CPS  to access the Partner Support Community.  The Partner 

selects a _____________________ thread that has been answered.  The Partner adds a 

____________________________ comment or asks a follow up question in the thread. ___________ CPS 

displays these updates to the Partner, and one of the following two things happens in CAT: 

(1) The original ticket is _______________________________ re-opened if it had been closed, and the 

ticket is _________________________________ re-assigned to the appropriate team 

(2) A _________________________________________ follow-up flag is set for the ticket if it is still open 

An RSC Agent sees the ticket in CAT’s _________________________________________ Team Tickets list 

(queue). The Agent takes ownership of the ticket, works on it, and then 
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________________________________________________________ responds to the thread, which the Partner then 

views in __________________ CPS. 

 

Please return to the training portal to take the assessment and complete the 

course survey.  Note that you may use this document when taking the test. 


