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Introduction

This guide sets out how to access and use MyKapApp (otherwise known as PIVOT).

How to Log In

What will | need to do when | first login?
You will need to reset your password on first login (your username will stay the same).

To do this, click Reset Password on the login page:

City.gg

Guilds

New PIVOT Demo ePortfolio

Now enter your username and click ‘Reset Password’. An email will be sent with a link to reset
your password to the email you provided us with (the link expires after 48 hours).

Reset Your Password

To change your current password, enter a new password and confirm.

P

Contact Administrator Customer Support
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The password must conform to the following rules:
. At least 8 characters including at least 1 upper case letter, 1 lower case letter, 1 number
and 1 special character

Following the password reset, you will be logged in for the first time and will be asked to accept the
Terms & Conditions. At the bottom of the page is the option to select | Accept. Once accepted,
you will be taken to the homepage & can start using the platform.

Preferences, Notifications & Password

Hello Harry

{2} / Homepage

Programme Recently Reviewed Tasks
TASK(S) STATUS
210¢t 2019 14:34
210120191218
04 Oct 2019 1422
04 0ct 2019 14:21

04.0ct 2019 1421

Appointments & Reviews Overdue Deadlines

March 2020 TASK(S) STATUS DEADLINE
T R =4 o o = =
UN MON TUE WED THL FRI SAT

In the top left of the Homepage, as highlighted in the screen shot above, you'll find some
key functions. Clicking the Avatar icon will give you the following options:

¢ Preferences — this allows you to change the layout and styling preferences of the
site (e.g. font size)

¢ Notifications — this allows you to turn on email notifications for any Messages you
receive and any new Contact Diary entries. There is the option to receive a
notification per message/per Contact Diary entry, or for a daily digest. We
recommend turning your notifications on when you first log in. It is also important to
check that your email address is correct, if it is incorrect then you will not receive
the notifications.

e Password - this allows you to change your password
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e Avatar — this allows you to upload a profile picture
e Logout

My Programme quick search

To the right of the Avatar icon is the My Programme quick search. Click the icon and
select a Course to be taken to that Course Folder or click a Unit within a Course to be
taken to that specific Unit.

Messages
The Message icon takes you to your messages inbox where you can view, create and
send messages.

Homepage dashboards

Programme Recently Reviewed Tasks
TASK(S)

Accepted 210012019 1434

0% SUBMITTED
Accepted 210c12019 12:14
0% OVERDUE
Accepted 04 0ct 201 14:22

7% ACCEPTED

Accepted 04 0ct 2019 14:21

Accepted 040t 2019 14:21

Appointments & Reviews a Overdue Deadlines

April 2020 TASK(S) DEADLINE
) . . 0 tion.

10 Mar 2020

There are four dashboards on the homepage

¢ Programme — this gives an overview of the status of all the tasks across all your
Courses. For example, the screen shot above shows that 84% of tasks are in a Not
Started status. Clicking the Programme dashboard will take you to the My
Programme page, which can also be accessed via the left-hand navigation menu

¢ Recently Reviewed Tasks — this shows tasks that have recently been reviewed by
your Talent Coach, along with the status & the date it was reviewed. Click on any
task to view it

e Appointments & Reviews — this is your calendar and any appointments, reviews
or deadlines that have been set by your Talent Coach will be visible



cve¥ | Ilm

A City & Guilds Group Collaboration

¢ Overdue Deadlines — this shows any tasks that have passed the deadline date that
your Talent Coach has set. Clicking on the task will take you to that task

Click here to watch a video on the Homepage, your preferences, notifications &
messages

Overview
The My Programme page will give you a high-level overview of your programme. This will
include:

e The name of your Programme (e.g. Customer Service Practitioner)

e All the Courses that make up your Programme

¢ A % overview of the different status of the tasks across your whole programme (for
example the screen shot below shows 10% of all tasks have been Started & 87%
Not Started)
The number of Contact Diary entries
The number of Upcoming Reviews
The number of Returned Tasks
The number of Overdue Tasks

Click on the name of a course to access the Course Folder.

My Programme

1t / My Programme

Customer Service Practitioner

i NoT STARTED | 0% sARTED ohccEPTED

Customer Service Practitioner Induction 9 1 1
5 DIARY UPCOMING OVERDUE
Induction ENTRIES REVIEWS TASKS
Customer Service Practitioner 9 1 0
e - o o DIARY UPCOMING OVERDUE
Organisations  Customers Role Systems Regulations Equality Communication Product Digital ... ENTRIES REVIEWS TASKS




ctye¥ | 1lm

Guilds

A City & Guilds Group Collaboration

Course Folder overview

The Course Folder is a key area of the system and is where you will do the following:
Access / complete learning content & tasks

Upload evidence

Record & view your Off-the-Job training hours

Access & view the Contact Diary (for example, seeing feedback & planning from
your Talent Coach)

When you access a Course Folder you will see the Units and Tasks within the Course to
complete. For example, in the screen shot below the first ‘block’, titled ‘Organisations -
Understanding the organisation’, is the Unit. Within the Unit are 3 Tasks (the 3 additional
‘blocks’).

When you first access a Course Folder, all Units and Tasks will be in a Not Started status.
Once you click into the first Task it will change to a Started status, as shown in the screen
shot below, where all 3 Tasks within the Unit have been started.

Course Folder

@t / 1LACUST

Official Start Date
01Jun 2019

Anticipated End Date
01 Jun 2020

S%STARTED = 0%SUBMITTED  0%OVERDUE |[IOSRETURNED!| o%compLeTED AL

Organisations Organisations
Understanding the Organisation types
e

The status will change as you work your way through the Course. Tasks can be in the
following status:
¢ Not Started
e Started
e Submitted (this is where you have completed a Task and is with your Talent Coach
for review)
e Completed (this is where your Talent Coach has reviewed your work and marked it
as complete)
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¢ Returned (this is where your Talent Coach has reviewed your work and sent it back
to you as further work is required)

e Overdue (this is where your Talent Coach has set you a deadline to complete the
task and you have missed that deadline)

Accessing & completing task pages

To access the learning content, you will need to click into a Task. On the following
Outcome page, you will see a button that says Start Learning, as shown in the screen
shot below. Click the button and you will be taken to the task page.

Outcome

{at / 1LACUST / Customers / Customers.2

1LACUST - Customer Service Practitioner (1LACUSTOMER)

Official Start Date
01 Jun2019

Anticipated End Date
01 Jun 2020

[ Evidence Registration Contact Metrics

‘Customers .2 - Task 3 Understanding customer expectations

To complete this task you will be 1ooking at your own expectations as a customer of other organisations. You will also consider your role in meeting the expectations of intermal and external customers within your own
organisation.

Learning Actions

Start Learning atus: Task Not Started

The task pages contain activities that you will need to complete for you to submit the task
page. For example, these could be questions to answer, videos to watch, e-books to view
or a combination of all of these. Some questions may also have the option to upload
additional evidence files from your device.

In the screen shot below you can see there is both an e-book to view and a
question/worksheet to complete.
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Customers have many expectations and it is important that you identify these quickly and that you recognise the difference
between customers’ needs, wants, expectations and satisfaction. To learn more, select the book below.

& How customer expectations are formed

Preparatory activities

Question 1

Using this worksheet, identify the needs and expectations of customer types listed in the table, and explain how you e
would adapt your service to meet them.

Download the worksheet, select 'save as' and rename the document to ensure that your work is saved. Once you have
completed the worksheet please upload it below.

% Attach additional evidence (5 files total, 30 MB max file size)

Once all activities are complete, you need to click Submit task for review at the bottom of
the page. If you still have activities to complete, you will not be able to submit the task.
Once you have submitted the task for review, you will be taken back to the Outcome

page.

Upon returning to the Outcome page, you’ll see that the status is now Task Submitted &
Awaiting Review, this means that the work you have just completed has been sent to
your Talent Coach to review. Whilst a task is under review, you can’t change what you
have submitted, but you can still access the task page in a read only view by clicking the
View Learning button.

You'll also see an evidence file in the Related Evidence section, as shown in the screen
shot below. This is the evidence that your Talent Coach will review and contains all the
questions & answers that you have just completed on the task page. If you had uploaded
any additional pieces of evidence from your device when completing the task page, they
will also sit here.
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= Customers .1 - Customer expectations

Understanding the difference between an external and an internal customer can be challenging at first. Customers are more than just those that use your organisation - they are also your work colleagues, who deserve equal

'm' Homepage
ﬁ My Programme
e E—

politeness and a high level of customer service.

< No Previous Tasks

Customers .2 >

Learning

ions
View Learning Status:

Related Evidence

Task Submitted & Awaiting Review

Displaying 1 to 1 of 1 Evidence 25 per page

Talent Coach reviewing & acknowledging feedback
Once you have submitted the Task to your Talent Coach, they will have two options upon
review of the task:

1) Accept — this is if the task is complete and no further work is required

2) Return — this is if further work is required

The screen shot below shows two Units, one Unit has an Accepted Task and the other
Unit has a Returned Task.

Course Evidence Registration Contact Metrics

0% SUBMITTED 0% OVERDUE

Organisations 8
Organisation types

Organisations
Task 1 Understanding
organisation types

Organisations
Task 2 Core values and
service culture

Organisations
Understanding the
organisation

STARTED

Customers
Knowing your customers

2020

Customers
Customer expectations

ACCEPTED 07 APR
2020

To view the feedback that your Talent Coach has left, click into the Task and scroll down
to the bottom of the page to view the Contact Diary. This will contain all the entries (e.g.
feedback from your Talent Coach) for the Task that you're viewing. In the example in the

10
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screen shot below, you can see the Contact Diary entry from the Talent Coach shows that
the Task has been Returned and has the feedback from the Talent Coach.

In the Info section on the right-hand side, you can also see it states Requires
Acknowledgement — when you see this it means your Talent Coach has requested that
you acknowledge their feedback and actions. To acknowledge this, simply click Requires
Acknowledgement and it will update to say Learner Acknowledged.

Displaying 1 to 3 of 3 Diary Entries 25 per page v 1of1

7]

@ ™ Hamry Assessor Taskis): Rolen.1

Description Feedback Info

SoEEn PR e Good work but please go into more detail on question 1.

To continue work on a Returned Task, simply click into the Task, click Continue Learning
and the learning task page will open. If your Talent Coach has Accepted a Task, then no
further action is required.

Click here to watch a video on My Programme

The Contact Diary
The Contact Diary shows an audit trail of your apprenticeship journey. There is a Contact
Diary for each Course you are enrolled on, and will allow you to do the following:

e See a trail of each action you have taken relating to your Tasks (for example
starting or submitting a Task)

e See and acknowledge feedback from your Talent Coach

e Record your Off-the-Job Training hours

e See and acknowledge any planning, reviews & appointments with your Talent
Coach

e (Create entries & download/upload any required forms or documents as required

11
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Whilst you can view the contact entries for a specific Task when you have clicked into a
Task, you can also view the Contact Diary for an entire Course which will contain all the
entries across all the Tasks. To do this, click the Contact tab when you're in a Course
Folder, as shown in the screen shot below.

Course Folder
{a} / 1LACUSTIND

Customer Service Practitioner Induction

Q [GNOTSTARTED || 0%STARTED = 50%SUBMITTED  25%OVERDUE | IOBRETURNED)| 25% coMpETED  [ALLY

Induction nduction induction B | Induction
Induction Introducti Reflective practice Safeguarding and PREVENT

ACCEPTED 21 OCT 2019 SUBMITTED 10 JUN 2020 STARTED SUBMITTED 10 JUN 2020

Click here to watch a video on the Contact Diary

Acknowledging Contact Diary entries

Whilst your Talent Coach may request that you acknowledge their feedback and actions
when reviewing Tasks that you have submitted, you may also see the Requirements
Acknowledgement link on other Contact Diary entries (e.g. your Talent Coach could do
this when scheduling a review).

The Requirements Acknowledgement link will always sit under the Info section on the
right-hand side of the Contact Diary entry. When you have been asked to acknowledge an
entry, simply click Requires Acknowledgement and it will update to say Learner
Acknowledged.

Completing a Digital Form

Digital Forms can be attached to Contact Diary entries that you may need to fill out and/or
complete, for example your Talent Coach could attach a review form that they have
requested you complete ahead of a review.

12
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Forms are created by administrators and depending on how they have created the form
will determine whether you can submit a completed form or just save the form (e.g. your
Talent Coach or another user role would submit it when fully complete).

If a Digital Form has been attached to a Contact Diary entry, it will appear in the Info
section to the right-hand side of that entry, as seen in the screen shot below where it says
(1) Related Forms — indicating that one digital form has been attached to this entry.

Contact Diary

f} / 1221001C / Contact Diary

To complete or save a Digital Form:

1) Click the Related Forms link and a pop-up will open

2) Click Open against the form to open the form

3) Complete the form and click Save and Submit when complete (providing the
administrator has given you the ability to Submit the form). If the form has been
created so that you can’t submit the final version, you will only the option to click
Save

4) Click Close

When a form has been completed/submitted, you will see in the Info section that it now
also says Related Docs, this is a PDF version of the form. You can click on this to open
the PDF, which will also sit within the Evidence Folder too.

If you click on the Related Forms link again, you’ll be able to see status of the form (e.g.
In Progress or Completed) and the date and time stamp of the current status. To resume
an In-Progress form, click Open.

If a form has been completed/submitted, further versions of the form can be completed by

following the above steps again. Each time a form is completed a new PDF version will be
created, as seen in the screen shot below where it says (2) Related Docs.

13
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)7}

Feedback

E

50AM. Review Planned on 09 Jul 2020 at 10:50 AM.

Please complete the attached form ahead of the review,

3 2ok

Recording off-the-job training hours
You record off-the-job training hours by creating an entry in the Contact Diary. To do this:

—

Access My Programme and then select the required Course

Select the Contact tab — this will open the Contact Diary

Click Create Entry

Enter an appropriate Description & Feedback in the text boxes

Enter the number of Off the Job Training Hours and Minutes

If you want your Talent Coach or Company to acknowledge the entry, tick the
Acknowledgements check boxes

7) Click Save

8) If you need to upload a document to the entry, click Upload. If you do not, click
Close

N

¢

(22 AW
— N N ' ~— ~—

Once the entry has been saved, it will show in the Contact Diary, as seen in the screen
shot below.

2 =8

Official Start Date Assessors ' Harry Assessor
01.Jun 2019

o Verifiers o KirstySmith 5. Harry Assessor

01 Jun 2020

{} Homepage
T MyProgramme
{5 Appointments
£ Forums

Course Evidence Registration Contact Metrics

Displaying 1 to 20 of 20 Diary Entries 25 per page v < 1o0f1 v D
9P e @ HarryLearner - A

Description Feedback

Workplace skills training - communication topic Lessons learnt include:

« Different types of communication tools & how they relate to different

« Understanding the objective of communication and adjusting style, language
and type of communication to be used

Viewing off-the-job training hours
You can see all the off the job training hours and minutes that have been recorded against
a Course via the Metrics tab, as shown in the screen shot below.

14
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Metrics
@} /| 1LACUST / Metrics

1LACUST - Customer Service Practitioner (ILACUSTOMER)

Each time Off the Job Training hours are recorded, the Metrics tab will show the date it
was created, the description, who it was created by and the number of hours and minutes.
At the bottom of the table is a total of all the hours and minutes recorded. Next to the total
you will see a percentage. This will show you the percentage of the off the job (OTJ) hours
that have been recorded against your Contract Time, which needs to read 20% or greater
at the end of your programme. For example, the screen shot above shows that the
Contract Time is 1500 hours. The total number of OTJ hours/mins that has been recorded
is 23hrs 40mins, which equates to 1.58% of the Contract Time.

If you do not have your contract hours next to Totals, then you will need to contact your
Talent Coach as they can enter this information.

Click here to watch a video on recording Off the Job training hours

Evidence Folder

For each Course within your Programme you will have an Evidence Folder. This will
contain all the files generated from submitting the Task pages, any additional files that you
upload on the Task pages and any files uploaded directly into the system using Evidence
Wizard by either you or your Talent Coach. To access the Evidence Folder, click the
Evidence tab when you’re within the Course Folder, as seen in the screen shot below.

15
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Course Folder
{} / 1LACUST

1LACUST - Customer Service Practitioner {1LACUSTOMER)

Official Start Date
01 Jun 2019
Anticipated End Date
01.Jun 2020

| | 8%STARTED | 0%SUBMITTED  2%OVERDUE [[JGWRETURMNEDN] 2% COMPLETED

Organisations
Understanding the

‘organisation

Uploading evidence
You can upload evidence files into the system outside of the Task pages by using the
Evidence Wizard function. To do this, access the Evidence tab and then select Evidence

Wizard, which you can see in the screen shot below.

Evidence Folder

{2t / 1LACUST / Evidence Folder

LACUST - Customer Service Practitioner (1LACUSTOMER)

Official Start Date:
014un 2019
Anticipated End Date
01.Jun 2020

Once you have clicked Evidence Wizard, a pop-up window will appear giving you two

options:
1) Upload Evidence — this will allow you to upload a file, or multiple files, from your

device
2) Create Evidence — this will allow you to create evidence from scratch by entering

text directly into the system

16
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Once you have selected one of the above, you will need to work your way through the tabs
in the pop-up window. If you have chosen Upload Evidence, the first tab will be to upload
a file, or files. If you have chosen to Create Evidence, the first tab will be to create
evidence by entering text into the fields provided. The subsequent 3 tabs are then the
same, regardless of which option you selected.

1) Details — this allows you to enter a Title and Description of the Evidence

2) Type — this allows you to tick the Type of evidence that you’re uploading or creating

3) Cross Reference — this allows you to cross reference the piece of evidence to
Units/Tasks in the Course that you're uploading to

When you’re ready to proceed, click Save. At this point, you will be given the option to
Close (this will close the window and the upload will be complete) or Submit for Review.
Selecting this means that you’re requesting that your Talent Coach review the piece of
evidence you've just created or uploaded. If you've chosen this option, then once you
close the Evidence Wizard window, the evidence review icon will be highlighted, as shown
in the screen shot below.

17
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Evidence Folder

{at / 1LACUST / Evidence Folder

1LACUST - Customer Service Practitioner (1LACUSTOMER}

0% SUBMITTED ot A
e ; e
Evidence

Registration  Contact  Metrics

When your Talent Coach has reviewed the evidence that you submitted for review, the
feedback will be visible as an entry within the Contact Diary and the icon highlighted in
the screen shot above will also turn green.

Click here to watch a video on uploading evidence

Replacing uploaded evidence
Within the Evidence Folder you can replace a piece of evidence that you have uploaded
from your device or created within the system. For example, your Talent Coach may have
given you feedback and actions on the evidence you uploaded and replacing the evidence
will mean that:
a) You do not need to upload a new piece of evidence via Evidence Wizard, which
would then sit as a separate evidence entry
b) You will be able to see all previous versions of the evidence against one entry (e.g.
the original evidence and any subsequent evidence)

To replace a piece of evidence, within the Evidence Folder click the three dots to the far
right of the evidence entry you wish to amend and click Edit. This will open the Evidence
Wizard window that was covered in the previous section.

If you had uploaded the evidence file from your device, then you will have the option to
click Replace File. This will allow you to browse your device and select a new file(s). If you
had created the evidence directly in the system, then you will be able to update the text
that you had originally entered when creating the evidence.

As with the original evidence upload, there are the Details, Type and Cross Reference

tabs. You can amend any of the information in these tabs should you wish to. When you've
uploaded a new file or updated the created evidence, click Save.

18
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Once evidence has been replaced, the Revision History icon will be highlighted and there
will be a number on the icon showing the number of previous pieces of evidence against
that entry. For example, in the screen shot below there is the number 4, meaning there
have been 4 versions of evidence against that entry.

Evidence Folder

{3t / 1LACUST / Evidence Folder

ALACUST - Customer Service Practitioner (1LACUSTOMER)

Official Start Date Assessors ' Harry Assessor
01.Jun 2019

Verifiers  fif KistySmith 5 HarryAssessor

Anticipated End Date
01 Jun 2020

Evidence Folder

Displaying 1to 6 of 6 Evidence

REF » TITLE

Clicking on the Revision History icon will bring up a window where you can view and
download any of the previous versions of evidence.

Reviews & appointments
Your Talent Coach can book Reviews and Appointments with you. You can see any
reviews and appointments in a few different places:
1) In the calendar on your Homepage
2) In the calendar in your Appointments (this is accessed via the left-hand navigation
menu)
3) In the Contact Diary for the Course that the Review or Appointment relates to
(providing your Talent Coach has chosen to make the Review a Contact Diary
entry)

To view the information about a review or appointment that your Talent Coach has setup
(e.g. the time or location) then select Appointments from the menu and then click on the
Review or Appointment in the calendar (Reviews will show as blue and Appointments will
show as purple). This will open a separate window where you can see all the information,
as shown in the screen shot below.

19
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Homepage

My Programme

Appointments

Forums

Appointments

{2t /| Appointments

Appointments

| < > JE

#¥ Learning Assistant - Appointments - Google Chrome

ents/view,/?uuid=FD92E9

& apprenticeship.cityandguilds.com/views/appoint

Appecintme
Appointment Summary

Company  Kirstens Kitchen
Activity Eweek review
Location  Gnline
Creator Harry, Assessor
Leamer  Leamer, Harry
Course - Customer Service Practitioner Induction (LLACUSTIND}

Appointment Type  Revisw

ReviewType  Remote
Planned Date[Time 09 Jun 2020 14:55
Duration 0 Hours 30 Minutes
Attended

Notes

Related Docs —

Thare are currently no documents relating to this Appointment.

= [m] x
0560-FOD9-694D0B76. Q

UPLOADED
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