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NWT Monitoring Guidelines
Trainer Expectations
When you’re scheduled to monitor the NWT inbox (DFESTCSTeam@wisconsin.gov), it is your main priority for the day. Avoid scheduling/attending other meetings, when possible. 
If you’re unexpectedly unable to monitor the inbox on your scheduled day, such as when you’re sick, notify your supervisor and/or the NWT Monitoring Teams chat so they can find coverage. 
If you switch NWT inbox monitoring days with someone, update the NWT inbox Outlook calendar. 
You’re expected to monitor the NWT inbox during business hours: Monday through Friday, 8:00am to 4:30pm. 
· If you respond to emails outside of these hours, use the Schedule Send feature in Outlook to send the email during these hours. 
You’re not expected to work past 4:30 to clear the inbox. 
· For example, if four learners send in emails at 3:30pm for you to check entries and you only get through two of them before 4:30pm, that’s okay. 
Learners should receive a response within 2 business hours. 
· If you don’t think you can respond to a learner within that timeframe, send a message to the NWT Monitoring Teams chat to request back-up. 
You aren’t expected to know everything and you’re not alone! If you need back-up, have questions, or would like another trainer’s perspective, feel free to send a message to the NWT Monitoring Teams chat. 
Duties
When you’re monitoring the NWT inbox, you’re responsible for:
· Answering all W-2 related questions,
· Checking learner entries and replying with guidance on making accurate and appropriate entries,
· Checking Knowledge Checks in Quia, 
· Verifying Completed CBTs in the Learning Center,
· Requesting curriculums, and 
· Updating the NWT Spreadsheet. 
Forward emails related to issues with non-NWT CBTs to RegStaff. 


Forward emails related to attending training to RegStaff and/or the trainers facilitating that training. 
· The Events Calendar in the Learning Center lists the trainers who facilitate each training. 
If a learner sends an email asking why they weren’t allowed in class and/or kicked out, respond with TCS’s attendance policy and the Section Manager’s contact information. 
Back-up Expectations
When someone requests back-up, reply to the message and clearly state whether you’re available to help. 
Whenever there’s more than one trainer monitoring the inbox at the same time, you must flag the email you’re working on to avoid duplication. 
After you’ve helped get the main NWT monitor caught up on emails:
· Check Quia and take care of any pending Knowledge Checks, and 
· Update the NWT Spreadsheet with CBT completions. 
NWT Email Responses
Never use red font in your emails. 
When you send or respond to NWT-related emails, you must:
· Include your name, 
· CC the TCS email (DFESTCSTeam@wisconsin.gov), and 
· CC the Agency Training Liaison (ATL) for all agencies except Forward Service Corporation. 
Always move the CC’d email to the learner’s folder and delete their original email. 
· You don’t need to move “thank you” emails to the learner’s folder. 
Feedback Guidelines
Always update the end of the Subject line to indicate where the learner is at with that specific set of entries. For example:
· Complete – the learner is done with that set of entries. 
· Submit EP – the learner must submit the parent’s EP to complete the entries.
· 1st review, 2nd review, etc. – the learner has edits to make and is on their 1st, 2nd, etc. review.
On the 1st review of Ana’s entries, include the feedback introduction information related to that section. You’ll find this at the beginning of each Trainer Guide.
When possible, provide positive feedback on areas learners are doing well.
· Example: I can tell you put a lot of thought behind Viktor’s activities. They support the items he told us he wants to work on during his Job Readiness assessment. 
When possible, explain why you’re having learners update information.
· Example: This isn’t a confidential page, so we can’t include Mason’s diagnosis. 
When on the first review of entries, challenge learners to figure out the correct answer. 
· Example: Brittany provided a different form of identity verification. Review her scenario information and update the identity verification. 
When working on additions reviews, don’t copy and paste the same feedback. Assume learners didn’t understand and provide the feedback in a different way. 
·  If the learner does not understand a concept after 3 reviews of providing feedback in different ways, offer a phone or Zoom call.
· If it is too busy to call, send a message to the NWT Monitoring Teams chat for back-up. 
· If the learner still doesn’t understand after a phone or Zoom call, consider reaching out to the ATL. 
Format all feedback in a way that is easy for the learner to follow. It must always include the parent’s name, system, and page. 
· Example: Ana 123456789
                 WWP
	          Education History – Ana doesn’t have her high school diploma. 
Quia
You must check Quia regularly. Don’t wait for learners to send an email asking you to check it. 
· If it’s too busy to check Quia, send a message to the NWT Monitoring Teams chat for back-up. 
Use the following steps to take care of a pending Knowledge Check:
· Click Grade.
· The Student Summary Section shows the learner’s name and one of the following:
· Date/Time – You can grade the Knowledge Check.
· In Progress – Don’t take any action yet.
· Abandoned – The learner started the Knowledge Check but did not finish it. 
· For Knowledge Checks you can grade, click the Grade This Student button (pencil icon). 
· Review the learner’s responses and enter a score.
· Email the learner with feedback. 
· If the learner answered all questions correctly, let them know they completed the Knowledge Check.
· If the learner answered one or more questions incorrectly, copy and paste the question into the email and ask the learner to re-answer the question. 
· Click Submit.
· For graded and abandoned Knowledge Checks:
· Check the box to the left of the Grade This Student button.
· From the Actions dropdown, select Move to Archive.
· Click the Send to Archive button. 
NWT Spreadsheet
You must update the NWT Spreadsheet at least once throughout the day. This includes checking the Learning Center for CBT completions.
· If it’s too busy to check the Learning Center, message the NWT Monitoring Teams chat to request back-up. 
When a learner completes an entry, find the corresponding box and enter the current date along with your initials. 
When a learner completes a CBT, find the corresponding box and enter the date they completed the course along with your initials. 
When a learner completes a curriculum, request the next curriculum for them. Don’t wait for learners to send an email requesting it. 
Learning Center CBT Completions
To verify that a learner completed a CBT, navigate to their Transcript in the Learning Center. Then, take the following steps:
· Find the learner’s current curriculum.
· You may have to change the Filter By Training Status to All.
· Click the Open Curriculum button.
· Select a CBT from the panel on the left.
· The Learning Center displays “Completed” and “Completed: date” at the top of the CBT window. 
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