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Introducing KANA Education Services 

KANA Education Services provides a comprehensive training solution for the whole KANA product suite. 
Our training is role-based, with a real focus on the tasks each user will have to undertake to use and 
manage the products successfully.  Our classes are highly interactive, and include real life scenarios to 
allow each student to complete role-based tasks that they will be responsible for in the workplace.  Our 
training is delivered by highly professional instructors with many years of KANA experience.  Detailed 
student guides are distributed to all attendees and have been designed to also act as invaluable job aids 
following the training.  In addition to the KANA product training, we also offer best practice workshops, 
leveraging the expertise of our team. 

Training Delivery 

On-Site training 

We can come to your offices and provide dedicated training classes for your organization.  A key benefit of 
this approach is that on-site training allows us to focus on your implementation and requirements for your 
system.  It also allows us the opportunity to work with you to modify the agenda to meet your specific 
needs.  We can also provide dedicated training for your organization at one of our offices listed below. 

Open Enrolment Classes 

Open Enrolment classes are open to all KANA customers.  These prove to be very focused sessions away 
from the interruptions of the office, and a great opportunity to share ideas with fellow KANA users.  Our 
schedule includes our most popular classes which are delivered at four KANA offices in the US and the UK. 

 Sunnyvale, California 

 Overland Park, Kansas 

 Maidenhead, England 

 Belfast, N. Ireland 

 

To find out more about our Open Enrolment schedule contact:  trequest@kana.com 

About this Course Brochure 

This brochure provides a description of each of our KANA Enterprise courses, including the objectives of 
the session, the recommended attendees, and the training delivery methods available. 

The brochure has four main sections: 

 Role Based Learning:  Identifies the training program appropriate for a particular job role. 

 Delivery Channels:  Described the various learning channels that we support. 

 Course Library:  Descriptions of all the courses available within the KANA Enterprise curriculum. 

 Free Tutorials:  Provides a descriptions of the self-paced tutorials that we provide free of charge. 

Contact us 

We ask you to use this brochure as an introduction to what we can offer.  Please contact us to discuss your 
requirements further.  Our aim is to provide you with the right training experience to meet your needs – 
whether this is a single Open Enrolment seat or a training program to ensure you get the best out of your 
new implementation.  

Call us on:  +44 (0)2890 788424 | Email us on:  trequest@kana.com  

Find out more about our services:  http://elearning.kana.com  

We look forward to working with you.  
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Role Based Learning 

Our learning paths are tailored to job roles so you can see at a glance the courses that are recommended 
for a specific job function. Each path suggests a sequence of standard courses that provide the knowledge 
and skills you need to perform your job effectively and efficiently. 

Based on job role we offer the following paths through our KANA Enterprise curriculum: 

 

 

The following subsections describe each job role, identify the Learning Path for that role and list 
prerequisite skills for the Learning Path identified. Details of each course can be found in section Course 
Library. 

 

Knowledge Engineers 

These individuals will be responsible for designing and integrating content into the KANA Enterprise 
system, e.g. System Orchestrators, Business Analysts, Content Managers. 

 

 

 

Prerequisite Skills 

Knowledge of organizational content, core taxonomy and distribution of knowledge sources would be 
beneficial. 

 

System Configurators 

These individuals will be responsible for mapping the organization’s business processes plus designing and 
building experience flows in KANA Enterprise. 

 

 

 

 

Prerequisite Skills 

Computer literate, have a good understanding of Business Process Mapping (BPM) and have experience 
of its application. 

Technical Content 

Appropriate for individuals responsible for implementing more advanced functionality including Business 
Objects and Auto Steps which can execute service calls during a business process and utilize JavaScript to 
enhance the out-of-the-box functionality of the KANA Enterprise product. Knowledge of XML and CSS plus 
an understanding of JavaScript are recommended prerequisite skills for the technical courses. 

 

System Configurator System Administrator Knowledge Engineer In-house Trainers End Users 

Knowledge 
Management 

Strategy & 
Fundamentals 

KANA Enterprise 
- Knowledge 
Management 

Knowledge Engineer 

KANA Enterprise 
- Reporting System Configurator KANA Enterprise 

Overview 
KANA Enterprise 

Tools: 
Introduction 

KANA Enterprise 
Tools: Advanced 

KANA Enterprise 
Tools: Technical 

Technical Content 
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System Administrators 

These individuals will be responsible for managing and maintaining the KANA Enterprise system; they 
should already perform a customer/system support role. 

 

 

 

 

Prerequisite Skills 

Experience of KANA Enterprise and the Experience Flows configured plus have general IT skills. 

Technical Content 

Appropriate for individuals responsible for administering the technical aspects of KANA Enterprise. 
Knowledge of XML and CSS plus an understanding of JavaScript are recommended prerequisite skills for 
the technical course. 

 

In-house Trainers 

These are individuals who design and deliver in-house training. The recommended courses provide the 
skills and knowledge to develop & deliver end-user training on Adaptive Desktop (ADT). 

 

 

 

Prerequisite Skills 

Strong presentation skills, computer literate, knowledge of the organization’s processes plus experience of 
delivering IT courses on a one-to-one basis or to groups of individuals. 

 

End Users 

These individuals will use the Adaptive Desktop to process customer inquiries and service requests. 

 

 

 

Prerequisite Skills 

Computer literate plus have a basic understanding of the organization’s processes. 

 

  

KANA Enterprise 
Admin: 

Functional 
KANA Enterprise 
Admin: Technical System Administrator 

KANA Enterprise 
- Experience 

Analytics* 
KANA Enterprise 

Overview 

Technical Content 

Designing 
Training 

Materials for the 
KANA Enterprise 

ADT 

Best Practices in 
delivering KANA 

Enterprise 
Training 

In-house Trainers KANA Enterprise 
Overview 

Adaptive 
Desktop End Users 
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Delivery Channels 

KANA Education Services offer “blended learning” programs, mixing classroom based Instructor Led 
Training (ILT) with Self-paced Training (e-content) and online Free Tutorials.  We have created a 
learning environment in which students are given the opportunity to successfully develop new skills and 
build on existing ones.  The end result is customers who are highly skilled and competent in the KANA 
products thus allowing them to own their solutions and be self-sufficient as their business requirements 
change. 

Our primary delivery channel is ILT which is classroom based and led by a certified KANA trainer.  Our 
classes include a well balanced mix of formal presentation of concepts, product demonstration, and 
question and answer sessions, plus ample opportunity for hands-on exercises and case studies to reinforce 
the students learning experience. 

We complement our ILT courses with: 

 Self-paced Training 

 Free Online Tutorials 

 Interactive Glossaries 

 On-line Quizzes 

 Self-assessment Tools 

Blending Instructor Led Training with Self-paced online learning creates the optimum learning environment, 
enhancing and extending the learning opportunities for our customers. 

KANA Virtual Classroom 

The KANA Virtual Classroom is a new step in modern learning; it is distance learning training events taught 
LIVE over the web using interactive web and audio conferencing tools.  Ask for more details on this service 
and the courses available through the KANA Virtual Classroom. 
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Course Library 

Getting Started with KANA Enterprise 

Course Type 

Self-paced Training. 

Pre-requisites 

Computer literate with an understanding of business processes. 

Audience 

Anyone involved with an KANA Enterprise project that needs to understand the fundamental concepts of 
Experience Flows or simply understand the terminology. 

Course Objective 

The purpose of this course is to provide an overview of the important concepts and components of KANA 
KANA Enterprise. The course video presentations and demonstrations explain the purpose of Service 
Experience Management (KANA Enterprise) plus provide an understanding of Experience Flows and their 
components. 

Duration 

1 Day. 

Modules 

1. Introduction to KANA Enterprise: Defines what Service Experience Management is and explains the 
advantages of using KANA Enterprise within your organization. 

2. Understanding Experience Flows: Examines what an Experience Flow is and the tools available to 
create them and their associated components. 

3. Experience Flow Components: Provides a brief introduction to some of the key components which 
make up Experience Flows. These components include Forms, Finds, Scripts and Searches. 

4. Building Experience Flows: Considers the main steps involved in producing an Experience Flow and 
testing it within the KANA Enterprise Adaptive Desktop. 
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KANA Enterprise Tools – Introduction 

Course Type 

Instructor Led Training. 

Pre-requisites 

Computer literate with an understanding of business processes. 

Audience 

Business Consultants & Technical Application Consultants. 

Course Objective 

Many existing applications are too rigid in their approach and functionality to address the complex nature of 
what customers expect and need when they interact with your organization. Service Experience 
Management (KANA Enterprise) is about building completely tailored solutions and processes within a non-
technical environment that adapt to the needs of the customer and embrace instead of replace existing IT 
investment.  

This course provides an introduction to KANA Enterprise and the components which make up an 
Experience Flow (EF). You will learn how to build simple Experience Flows using the various tools 
provided. 

Duration 

2 Days. 

Modules 

1. Introduction to KANA Enterprise: Defines what Service Experience Management (KANA Enterprise) 
is and explains the advantages of using KANA Enterprise within your organization. 

2. Intro to Experience Flow Modeling: Considers what an Experience Flow is and from a design point 
of view explores the tools available to create them and their associated components. 

3. Building Forms: Forms allow end users to Add, View, Update and Delete information within your 
organizations Business Objects.  In this module you will learn how to create forms using the KANA 
Enterprise Forms Designer. 

4. Creating KANA Enterprise Finds: A Find can retrieve information saved against a specific form and 
its underlying Business Objects. In this module you will learn how to create Finds, learn when to use 
them and also identify their limitations. 

5. Creating Scripts: Scripts are used to help and guide a user through an Experience Flow. In this 
module you will learn how to create Scripts and how they can be used to control the path a user 
takes through a process. 

6. Creating Searches: A Search allows the user to retrieve information from a broad range of content 
sources including external websites and documents. In this module you will learn how to create a 
Search plus understand why they are different from a Find. 

7. Building an Experience Flow: In this module you will learn how to build an Experience Flow using all 
the components that you have created in the previous modules. You will also be introduced to 
Experience Flow configuration tasks such as Job Assignment, Screen Templates and Step Exit 
Conditions.  Finally you will learn how to publish and test your Experience Flow within the Adaptive 
Desktop. 
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KANA Enterprise Tools – Advanced 

Course Type 

Instructor Led Training. 

Pre-requisites 

KANA Enterprise Tool – Introduction course. 

Audience 

Business Consultants & Technical Application Consultants. 

Course Objective 

This course builds on the skills gained from the Introduction course and explores the advanced features of 
the Experience Flow Modeler and its associated tools. You will learn how to enhance basic Experience 
Flows to improve their functionality. 

Duration 

3 Days. 

Modules 

1. Advanced Forms: Explains how to create different panel layouts for forms, validate input data & 
control the visibility of fields. 

2. Case Management: Describes the purpose of Case Management within KANA Enterprise. 

3. Messaging: Explores the Messaging functionality in KANA Enterprise. 

4. Branching: Explores the different ways Branching can be used to control Experience Flow 
navigation. 

5. Job Assignment: Teaches how Job Assignment Rules can be created and used to control who is 
given tasks based on conditions and information within the Experience Flow. 

6. Decision Trees: Demonstrates how to create a Decision Tree and configure it. 

7. Work Until Right: Explains how to implement an auto-step which can be repeatedly executed from 
an Experience Flow. 

8. Sub Flows: Illustrates how to create reusable Experience Flows which can be embedded within 
other processes, making them easier to manage and quicker to update. 

9. Reporting: Explains the function of Reporting Steps within KANA Enterprise and provides examples 
of how they can be used. 

10. Knowledge Management: Describes the Knowledge Management functionality of KANA Enterprise. 

11. Self Service: Teaches how to build Experience Flows for a self-service site with optimal 
performance. 

12. Truth Tables: Explains how Truth Tables can be used to implement dynamic business rules within 

an Experience Flow.  
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KANA Enterprise Tools – Technical 

Course Type 

Instructor Led Training. 

Pre-requisites 

KANA Enterprise Tools – Introduction. 

KANA Enterprise Tools – Advanced. 

Audience 

Technical Application Consultants. 

Course Objective 

When new Experience Flows are designed there are often a number of technical components which need 
to be created before the process can be built within the KANA Enterprise Modeler. This course explores the 
steps required to create Business Objects for an Experience Flow, plus Auto Steps which can execute 
service calls during a Business Process and utilize JavaScript to enhance the out-of-the-box functionality of 
the KANA Enterprise product. 

Duration 

2 Days. 

Modules 

1. Event Triggers: Explains the purpose of the Event Trigger View and uses the Event Trigger View to 
configure source and target actions within an Experience Flow. 

2. JavaScript within an Experience Flow: Teaches how to use JavaScript within an Experience Flow to 
improve/extend its functionality. 

3. Cascading Style Sheets within KANA Enterprise: Explains the purpose of Cascading Style Sheets 
and extends the out-of-the-box CSS provided with KANA Enterprise. 

4. The Experience Flow Context: Explains the purpose of the Interaction Data and Experience Flow 
Context and examines ways to insert and extract information from the Interaction Data Object. 

5. Creating New Business Objects: Explains the purpose of Business Objects and how to create and 
import Business Objects into KANA Enterprise. 

6. Building Auto Steps: Explains the purpose of Auto Steps and the steps required to build an Auto 
Step in KANA Enterprise. 

7. Designing New Screen Templates - Describes the purpose of Screen Templates and demonstrates 
the process of creating a new Screen Template 

8. Experience Flows as a Service (EFaaS) - Setting up Experience Flows that can be executed via a 
web service call outside of the Adaptive Desktop 
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KANA Enterprise Administration – Functional* 

Course Type 

Instructor Led Training. 

Pre-requisites 

None. 

Audience 

Systems Administrators (non-technical). 

Course Objective 

In this course you will learn about the functional features available within the KANA Enterprise 
Administration Console. The course is designed to equip an administrator with the practical skills to 
effectively manage the functional aspects of a live KANA Enterprise environment. 

Duration 

½ Day. 

Modules 

1. Introduction to the KANA Enterprise Admin Console: Introduces the Administration Console 
interface and how to log in. 

2. Managing Users, Groups and Customers: Explores the roles of Users, Groups and Customer and 
how to create and manage them within KANA Enterprise. 

3. KANA Enterprise Tagsets: Explains what Tagsets are, how are they created and where are they 
used. 

4. Entitlements: Defines Entitlements and how they are used to manage user permissions within KANA 
Enterprise. 

5. Dashboards: Demonstrated how to use the OOTB Dashboards: Process and Case. 

 

* This course is a precursor to the ‘KANA Enterprise Administration – Technical’ course; both courses 
should be scheduled to run together. The only exception to this is if you have or plan to complete the 
‘KANA Enterprise – Knowledge Management’ course in which case the ‘KANA Enterprise Administration – 
Functional’ course is not required. You will still require the ‘KANA Enterprise Administration – Technical’ 
course. 
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KANA Enterprise Administration – Technical 

Course Type 

Instructor Led Training. 

Pre-requisites 

KANA Enterprise Administration – Functional or  

KANA Enterprise – Knowledge Management. 

Audience 

Systems Administrators (technical). 

Course Objective 

In this course you will learn about the technical aspects of administering an KANA Enterprise solution. The 
course is designed to equip an administrator with the practical skills to effectively manage the technical 
aspects of a live KANA Enterprise environment. 

Duration 

1 ½ Days. 

Modules 

1. Overview of KANA Enterprise Architecture: Introduces the architecture and components of KANA 
Enterprise and explains how to start and stop an EC2 instance of KANA Enterprise. 

2. Business Object Administration: Explores the nature of Business Objects and how to create and 
maintain them. 

3. Managing Running Processes: Discusses the location and management of KANA Enterprise tasks 
and processes. 

4. WPS (WebSphere Process Server): Explains the directory structure environment health checklist 
and clean-up of WPS. 

5. Experience Flow Change Management: Demonstrated how to use the 'Where Used' reports and 
how to import and export KANA Enterprise components. 

6. Reporting Administration: Explains how to utilize reporting tools as an Administrator. 

7. KANA Enterprise Troubleshooting: Investigates KANA Enterprise log files, the Firefox add-on 
FireBug and Troubleshooting (Tips & Tricks). 

8. KANA Support: Explores client browser setup, changing the Admin Password and FAQ. 
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Knowledge Management Strategy & Fundamentals 

Course Type 

Instructor Led Training. 

Pre-requisites 

Knowledge of organizational content & support usage of it, knowledge of core taxonomy and distribution of 
knowledge sources by at least one attendee. 

Audience 

System Orchestrators, Business Analysts, Content Managers, anyone responsible for designing and 
integrating content into the KANA Enterprise experience and system. 

Course Objective 

This course defines best practices in organizing, harvesting and maintaining critical services-focused 
knowledge.  It is focused on helping organizations identify what knowledge to incorporate in their KANA 
Enterprise system, how to map it to their core delivery tools and topics, and how to organize and maintain it 
effectively. 

Duration 

2 Days. 

Modules 

1. Value and Use of Knowledge 

2. Organising Knowledge 

a. Topics, Types & Properties 

b. Developing a Demand Profile 

c. Mapping Knowledge to Demand 

3. Delivering Knowledge 

a. Search, Browse & Scripts 

b. Defining a Service Experience 

4. Managing Knowledge 

a. Authoring & Structuring 

b. Quality & Continuous Improvement 

5. Organizational Planning 

a. Resources, Re-engineering & Evolution 
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KANA Enterprise – Knowledge Management* 

Course Type 

Instructor Led Training. 

Pre-requisites 

Recommended that you have attended the Knowledge Management Strategy & Fundamentals course. 

Audience 

System Orchestrators, Business Analysts, Content Managers, anyone responsible for designing and 
integrating content into an KANA Enterprise environment. 

Course Objective 

In this course you will gain the skills and understanding required to effectively administer Knowledge 
Management processes within KANA Enterprise and improve the productivity of this valuable resource. 

Duration 

2 days (1/2 Day for Agents / 2 Days for Administrators). 

Modules 

Agents & Administrators – Day 1 (am)  

1. Introduction to Knowledge Management: Defines what Knowledge Management is and explains the 
advantages of using it within KANA Enterprise. 

2. Creating Knowledge: Explains how to create Knowledge Solutions in KANA Enterprise. 

3. Searching for Knowledge: Provides instruction on how to search for knowledge in KANA Enterprise. 

4. Requesting an Answer: Demonstrates how to request an answer to a question in KANA Enterprise. 

Administrators – Day 1 (pm) & Day 2 

5. Groups and Users: Explains how to manage users and groups in KANA Enterprise. 

6. Adding Knowledge: Provides an understanding of how to create Knowledge Content Sources. 

7. Knowledge Search Maintenance: Explores Search Index Fields, Stop Words, Synonyms and 
Phrases plus how to Manage Running Processes. 

8. Entitled Authoring: Demonstrates how to configure Entitled Authoring & Entitlements to secure 
Knowledge. 

9. Knowledge Management Techniques:  Explores Keywords, Optimizing PDFs, Web Page 
Optimization, Writing Content Sources, KANA Enterprise Reports & KM. 

10. Knowledge Management Reports: Provides an understanding of Knowledge Reports in KANA 
Enterprise. 

11. Auto Classification for Knowledge Management: Provides an understanding of Auto Classification 
within KANA Enterprise Knowledge. 

 

* No requirement to complete the ‘KANA Enterprise Administration – Functional’ course if you have 
completed this course. 
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KANA Enterprise – Train the Trainer (TTT) 

Course Type 

Instructor Led Training. 

Pre-requisites 

Computer literate with an extensive working knowledge of your organization’s Adaptive Desktop.  Ideal but 
not essential: an extensive working knowledge of the KANA Enterprise Adaptive Desktop. 

Audience 

In house trainers. 

Course Objective 

The course equips you with the knowledge and skills to carry out successful KANA Enterprise Adaptive 
Desktop training in your organization. It includes topics such as how to facilitate learning for a range of 
adult learning styles, how to deal with difficult behaviors in the classroom and how to build customize 
course content that reflects the organization’s business processes. The Train the Trainer course also 
provides you with the opportunity to plan and prepare a short training session on KANA Enterprise Adaptive 
Desktop. 

Duration 

2 days (also available as 2 separate 1 day courses). 

Modules 

Designing Training Materials for the KANA Enterprise ADT (Day 1)  

1. Introduction to Training the Adaptive Desktop (ADT) 

2. Customizing ADT training to meet customers training needs 

3. Planning & Logistics of ADT Training. 

4. ADT Training: Assessment and Practice 

Best Practices in delivering KANA Enterprise Training (Day 2) 

5. ADT Training Theory. 

6. Credibility Training ADT. 

7. Engaging ADT Learners. 

8. Evaluating ADT Training. 
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KANA Enterprise – Experience Analytics 

Course Type 

Self-paced Training. 

Pre-requisites 

Computer literate with an understanding of business processes. 

Audience 

Anyone interested in Social Listening and how it can add value to an organization. 

Course Objective 

This course explores the functions and screens of the KANA Enterprise Experience Analytics application. 
On completion of the course you will be able to explain the pain points that the application addresses and 
the benefits it brings to your organization; log onto and navigate within KANA Enterprise Experience 
Analytics; use the provided tools to monitor and analyze the collected data; drill down into the data to 
determine root cause effect; create, run and explain the data within reports and, if appropriate, be able to 
perform various administrative functions such as user and group creation. The course has been primarily 
designed for self-paced learning and includes demonstrations and quizzes; however it can be delivered by 
an instructor, either remotely over the web or face to face, if required. 

Duration 

1 day. 

Modules 

1. Introduction:  Details the pain points addressed by KANA Enterprise Experience Analytics and the 
benefits it brings to your organization. Delegates learn how to log onto the application and navigate 
within it. 

2. Monitor:  Illustrates how to access the Dashboard, the Real Time Monitor and the Emerging Topic 
alerts. Delegates will learn how to use these screens to gauge meaningful insights. 

3. Report:  Explores how to run and create reports using the templates provided as well as how to use 
the Data Export functionality. 

4. Explore:  Delegates learn how to use the insight explorer to explore specific sets of verbatim for 
meaningful topics, commonly used language and other insights. 

5. Act:  Explores the advanced tools (Response Manager and Business Rules) provided by KANA 
Enterprise Experience Analytics to intelligently respond/engage with your customer 

6. Collect:  Illustrates how to define the input sources from which KANA Enterprise Experience 
Analytics will gather data. The sources include email, feedback forms and RSS feeds. 

7. Admin:  Explores the administrative functions within KANA Enterprise Experience Analytics such as 
how to edit and create new users, view channel usage reports, and create new groups. 
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Free Tutorials 

This section details the free tutorials that are available on the KANA Learning Portal: 
http://elearning.kana.com 

Each tutorial provides instruction on a specific KANA Enterprise topic, using a combination of online 
lessons, quizzes and demonstrations. The tutorials can be accessed free-of-charge, you simply need to 
create an account on the KANA Learning Portal and then select the tutorial you would like to access. Click 
on the URL above and register for an account by clicking on the ‘Create an account’ hyperlink on the home 
page, under the Login Form. 

Branching or Decision Trees 

Aim:  In this tutorial you will learn when it is best to use a Decision Tree or Branching. 

Audience:  System Configurators. 

Duration:  25 minutes. 

Prerequisites:  Basic knowledge of creating an Experience Flow in KANA Enterprise. 

Version:  All versions. 

Business Objects: The Basics 

Aim:  In this tutorial you will learn what an KANA Enterprise Business Object is from a business users 
perspective. 

Audience:  All users of the KANA Enterprise Modeler. 

Duration:  10 minutes. 

Prerequisites:  No prior knowledge required. 

Version:  All versions. 

Business Objects: Advanced 

Aim:  In this tutorial technical users of the KANA Enterprise Modeler will learn how to design and create an 
KANA Enterprise Business Object. 

Audience:  Technical System Configurators & System Administrators. 

Duration:  15 minutes. 

Prerequisites:  Good working knowledge of the KANA Enterprise Modeler and XML. 

Version:  All versions. 

CLI & SCP 

Aim:  In this tutorial you will learn the fundamental uses of Command Line and Secure File Copy in KANA 
Enterprise. 

Audience:  Technical System Configurators & Technical System Administrators. 

Duration:  10 minutes. 

Prerequisites:  No required knowledge. 

Version:  All versions. 

Creating a Content Source 

Aim:  In this tutorial you will learn how to create an indexable content source (website) within KANA 
Enterprise.. 

Audience:  Knowledge Management Administrators. 

Duration:  10 minutes. 
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Prerequisites:  No required knowledge. 

Version:  All versions. 

Custom Buttons 

Aim:  In this tutorial you will learn how create a custom button and trigger an event from it in KANA 
Enterprise. 

Audience:  System Configurators. 

Duration:  10 minutes. 

Prerequisites:  Good working knowledge of the KANA Enterprise Modeler. 

Version:  All versions. 

Data Mapping: The Basics 

Aim:  In this tutorial you will learn how to execute basic data mapping using Trigger View within the KANA 
Enterprise Modeler. 

Audience:  System Configurators. 

Duration:  10 minutes. 

Prerequisites:  Basic knowledge of Experience Flow design in the KANA Enterprise Modeler. 

Version:  All versions. 

Embedding Google Maps in KANA Enterprise 

Aim:  In this tutorial you will learn how to embed an interactive Google Map within an KANA Enterprise 
component. 

Audience:  System Configurators. 

Duration:  5 minutes. 

Prerequisites:  Basic knowledge of Experience Flow design in the KANA Enterprise Modeler. 

Version:  All versions. 

Regular Expressions 

Aim:  In this tutorial you will learn about useful Regular Expressions for use within KANA Enterprise. 

Audience:  Technical System Configurators. 

Duration:  10 minutes. 

Prerequisites:  No required knowledge. 

Version:  All versions. 

Screen Designer 

Aim:  In this tutorial you will learn how to access and manipulate the appearance of the Adaptive Desktop 
through the KANA Enterprise Modeler: Screen Designer. 

Audience:  System Configurators. 

Duration:  10 minutes. 

Prerequisites:  Basic knowledge of Experience Flow design in the KANA Enterprise Modeler. 

Version:  All versions. 
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Truth Tables 

Aim:  In this tutorial you will learn the theory behind a Truth Table and how they work in KANA Enterprise. 

Audience:  Technical System Configurators & Business Users. 

Duration:  10 minutes. 

Prerequisites:  No required knowledge. 

Version:  All versions. 

Work Until Right (WUR) 

Aim:  In this tutorial you will learn what WUR is and when you would use it in an Experience Flow. 

Audience:  Technical System Configurators & Technical System Administrators. 

Duration:  10 minutes. 

Prerequisites:  No required knowledge. 
Version:  All versions. 

 



 

 


