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Training Objectives  

 
 
Instruction for this training will take approximately 20 - 24 hours. 
 
After completing this training, you will be able to: 
 

• Log in and log out of ETO. 

• Manage account settings. 

• Perform searches for participant and employer records. 

• Access program history and other records for participants. 

• Access and customize various dashboards. 

• View data created in Job Match (participant and employer information including service activities, 
case notes, assessments, applications, satisfaction surveys, and more). 

• Record data in ETO. 

• Support participants and employers with staff-supported services via impersonation. 

• Identify and access various types of reporting. 
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Lesson 1: Getting Started 
 

Compatibility 
 
Hardware 
 
Efforts to Outcomes (ETO) Case Management software runs on Windows computers and is not 
compatible with Apple computers unless configured to operate Windows. 
 
To prevent potential issues, Windows updates should be conducted on a regular basis. It is 
recommended that the computer is setup to receive automatic updates for Windows. 
 
Software 
 
ETO software is accessed through the internet and is browser neutral. However, it is highly 
recommended that staff use Edge as we often see issues with pop-up blockers when using Chrome and 
other browsers. 
 
ETO in Firefox, Google Chrome, Safari, may appear to function properly, but the system may not 
function or save properly. 
 
Some features are browser neutral and can be accessed in Safari on the iPad as a mobile option. 
 

Access 
 

Log in 
 
Access ETO’s secure website at https://wa.etosoftware.us/ and enter username and temporary 
password provided by site administrator. Click ‘Log in to ETO’ 
 

 
Tip: Bookmark the site or create a shortcut on your desktop to allow fast and easy system access. 
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First Login: 
 
1. Complete a registration page. 
2. Ensure zip code and time zone are accurate. 
3. Create a new permanent password. 
4. Read and then check the box ‘I agree to the Social Solutions Terms of Use’. 
5. Click ‘Save’. 
 

 
 
All future logins will require the permanent password. 
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Password Reset 
 
If the permanent password is forgotten, enter your Username and click ‘Forgot password.’ 
 

 
 
An email will be sent to the staff that includes a link and instructions to reset the password. 
 

 
 
Click the link in the system-generated email.  
Enter and confirm a new password and click ‘Continue’ to complete the process. 
 
All future logins will require the new password. 
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Log Off 
 
ETO software is a secure website. To keep data secure, users must always log off of ETO when away 
from the application or device. This practice also secures the integrity of the staff’s account. 
 
To log off, open the drop-down menu in the top-right corner of the ETO page and click ‘Logout’. 
 

 
 

Security Timeout 
 
To ensure data security, ETO will timeout after inactive for 30 minutes. 
 
Five minutes prior to timeout a warning message is generated. Click “OK” to continue in ETO.  
 

 
 
If the OK button is not clicked prior to the timeout indicated in the message, all unsaved work will be 
lost even if the system appears to allow staff to complete/save work. 
 
Tip: If timeout does occur, copy any notes/information displayed on the page and paste this information 
into another application (e.g., Word or Notepad). Log back into the system, and open a new or the 
existing TouchPoint, and paste the information where appropriate. 
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Manage User Account Settings 
 
User accounts are self-managed. This feature includes managing personal settings, managing your 
account, changing password & setting security questions. 
 
You begin by opening the drop-down menu in the top-right corner of the ETO page. 
 
NOTE: We do not use the ‘Live Office Account Info’ included in the user interface. 
 

 
 
Manage Personal Settings 
 

Start by clicking on the link to open the menu so you have the ability to customize these features. 

1. Auto Collapse Navigation Bar – sets the Navigation Bar default to be either collapsed or 
expanded upon login. 

2. To Do List Defaults – set to either remember last sort option, or always use a defined sort 
option. 

3. Date of Next Contact Reminder – set to always provide reminder of the date of next contact or 
never provide a reminder. 

4. Retain previous value used to search for participant – set to either remember the last value 
searched or to not remember last value searched. 

5. Quick Search Dropdown - show the quick search dropdown on quick search textbox or hide 
the quick search dropdown. 

 
  



 

11 | P a g e  

Manage My Account 
 
Select ‘Manage My Account’ to change name, zip 
code, email address, and time zone. 
 
 
 
 
 
 
Click ‘Save’ after changes are made. 
 
 
Manage Security Settings 
 

Select “Manage Security Settings” to change the current password and set security (challenge) questions 

to support the self-service password reset option. 

• Passwords: To change the current password, enter the current password, then enter and 
confirm a new password. Once the new password is saved, this will be the password used for 
future logins. 

• Challenge Questions: Security questions may be set to create two-factor authentication. 

• Select one to three challenge questions from a drop-down menu option, then enter an answer 
in the corresponding text field for each challenge question. 

• Click “Save.” 
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Support 
 
WDA local trainers should act as the primary resource for answering users’ questions, with the 
WorkSource Systems Support team as a secondary source.  
 

Submitting Remedy Tickets 
 
All ETO work requests begin by staff submitting a remedy ticket (follow your local process in doing so). 
 
Before you submit a remedy ticket, review the information included in the desk aid, ‘Checklist of things 
to do before submitting a remedy ticket’, which includes instructions for clearing your cache. If the issue 
can’t be resolved by following the guidance in the desk aid, submit a remedy ticket here. 
 
Include the following information in the ticket: 

1. Include participant or employer name and case ID number (do not include participant SSNs). 
2. Screen shots of the entire screen, including browser bar, not just a pinpoint of the TP that isn’t 

correct.   
3. Screen shots of error messages and what you were doing when you got the error or ‘Robot’ 

message. 
4. When submitting a ticket for a Report, include the exact Report name, WDA, office and start and 

end dates parameters you used to run the problematic report. 
 
Some ETO report issues can be caused by a pop-up blocker, watch this quick pop-up blocker video.  
 
Remember, if you use Chrome and added ETO as a safe site, the next time you clear your cache ETO will 
be removed. You will get the ‘pop-up’ blocker and need to add ETO as a safe site.  
 
If requesting support and asked for details on the site, double-click on the ‘eto’ logo in the top-left 
corner of the page. This will open the ‘Who Am I?’ screen. Copy and paste the entire section into a 
support ticket or an email response. 
 

 
 
  

https://storemultisites.blob.core.windows.net/media/WPC/tech/staff-resources/Checklist_of_things_to_try_before_submitting_a_service_ticket_or_call_the_help_desk_9-20-22.docx
https://storemultisites.blob.core.windows.net/media/WPC/tech/staff-resources/Checklist_of_things_to_try_before_submitting_a_service_ticket_or_call_the_help_desk_9-20-22.docx
https://wpc.wa.gov/tech/issues
https://storemultisites.blob.core.windows.net/media/WPC/tech/staff-resources/ETO-report-pop-up-blocker.docx
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Lesson 2: Navigating the System 
 

Site and Program 
 
In ETO, the site name is WorkSource and is found at the right side of screen. Directly below the site is 
the program staff has access to.  
 
Critical Note: In this instance, ‘Program’ indicates an office location. It does not indicate any program 
enrollments. 

 
 
The office location shown in this area is the active office location. All work will be recorded to the active 
office location. A clickable link means the staff account has access to more than one office location. To 
change to a different office location, click the office location link and select the desired office location 
from the drop-down list. Reach out to your local Access Requester to submit the change form if you 
need additional offices added to your profile. 
 

Navigation Methods 
 
There are two common methods for staff to navigate in ETO - ‘Quick Search’ and the fly-out ‘Navigation 
Bar’. Quick Search is directly below, and Navigation Bar is located here. 
 

Quick Search  
The Quick Search bar allows users to search for a: 

1. Participant or employer 
I. Search for a participant by entering their full or partial name, full or partial SSN (without 

dashes), or the seeker ID.  
II. Search for employers by company name, recruiter name or their WorkSourceWA ID 

number. 
2. Toggle the menu to select participant or employer (Entity) 
3. Select office location (program) or search site wide by toggling menu between local office and 

WorkSource for site wide search (all offices).  
4. Review staff account information 
5. ETO message center facilitates messaging between system users 
6. Office staff has access to  

I. Staff with access to multiple offices can click pencil to change offices 
7. Open side ‘Navigation Bar’ 
8. Click ‘Dashboard’ icon to return to staff dashboard 

 

 
  



 

14 | P a g e  

Messages 
 
Messages can be sent to one or more staff within the site, or to all users within the active office location 
(program). ETO messaging is very similar to the email concept, except the messages are sent and read 
by users logged in to the ETO system. This messaging system does not allow for file attachments. 
 
Create ETO Messages 
 
Click the message icon located on the right side of the quick search bar to open the application. From 
here you will be able to read messages or create a new message. 
 

  
 
Click ‘Create Message’ and select one of the two options available: 

1. Send to One or more Staff Members, or 
a. Select users (CTRL or SHIFT will allow multiple selections). Enter message date, type 

message and click ‘Send Message.’ 
2. Send to Entire Program  

a. Sends message to all staff members within the active office location (program). 
Enter message date, type message, and click ‘Send Message.’ 

 

 
 
Read ETO Messages 
 
The messages icon turns orange when a message is received. Click the icon to view and read your 
messages. Once read, the orange icon will revert to gray. 
 
Messages remain in the ETO message center until deleted. To delete, check the box to the left of the 
message, and click ‘Delete.’ To delete all, check the box in the top right corner labeled Select All, and 
click “Delete.” 
 
Select ‘Print all my messages’ to print selected messages. 
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Staff Dashboard 
 
The staff dashboard displays recent activity performed by the staff. The staff dashboard is not geared 
toward a specific participant or employer, rather it is aimed toward a staff’s collective work in the 
software. Staff dashboard includes recent touchpoints recorded by the staff, links, and shortcuts to 
record new touchpoints, action links, and a link to the Job Match admin tools. 
 
Dashboard Navigation 
 
Dashboards are the primary navigation method when working in ETO, providing a quick-glance view of 
the environment. In addition, all subject types have dashboards including participants, employers, 
events, touchpoints, and staff. 
 
Using and editing dashboards will be discussed in the dashboard section. The dashboard is the most 
efficient navigation method because: 

• It requires fewer clicks to complete actions than other navigation methods. 

• It contains action links - tasks can be completed through links on the dashboard. 

• Users can customize dashboards by adding or removing frequently used features (unless 
disabled by the administrator). 

• Dashboards provide an added level of navigation via shortcuts. 
 

Dashboard Shortcuts 
 
Dashboard buttons called ‘Widgets’ are located at the top of the staff dashboard, the participant 
dashboard, and the employer dashboard. Click one of the Widget buttons to navigate accordingly. 
Impersonating a participant or recruiter (discussed in Lesson 8) is achieved through a dashboard Widget. 
 

 
 
Tip: Several shortcuts have been created to allow for a quick display of information without the need to 
run a report. 
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Participant Dashboard 
 
The participant dashboard displays data and services about a single participant, including General 
Information, Demographic Details, Disability Details, MSFW Details, Veteran Details, Target Occupation, 
Guide (UI information), Serving Office, and recent touchpoints (for example, a section labeled Program 
Management Forms). 
 

Note: items displayed on the participant dashboard may be customized for different office 
locations (program). 

 
To access the participant dashboard: Use Quick Search to search for the participant. When located, click 
the participant’s name. If the participant is enrolled in your office a drop-down menu will appear and 
can decide which page you want to land on, their ‘Dashboard’, ‘View/Edit’, ‘View/Record TouchPoint’, 
‘Program (office) History’ or ‘Dismiss from program (office).’ If the participant is not enrolled in your 
office you will automatically land on the ‘View/Edit’ page. 
 

Note: Records displayed on the dashboard are a synopsis of recent documentation and services. 
Click dashboard links or access the Review TouchPoints page for more comprehensive records. 

 
The participant dashboard also includes shortcuts to features that can be actioned on for the 
participant, including impersonating the participant in Job Match, discussed in Lesson 8.  
 
Although the TAA Function dashboard appears for all participant, it is only functional for those enrolled 
in the Trade Act program and receiving services. 
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Navigation Bar 
 
There are many ways to perform the same tasks in ETO. While the quick search feature provides links to 
frequently used features, the Navigation Bar includes all features available to a user role.  
 
The Navigation Bar fly out menu can be opened, accessed, or closed by clicking on the triple lines 
located on the upper left side of the staff dashboard.  
 
Default settings for this feature can be set from the ‘Manage Personal Settings’ page.  
 
Note: ETO System Administrators manage which features display on the Navigation Bar. 
 

 
 
Click the arrows to expand each section of the Navigation menus and view available features. Not all 
features are available to all staff but are granted by the ETO user role. 
 

To-Do List: The To Do List is a system tool that can be utilized to manage work and provide alert 
reminders. The To Do list is populated when a touchpoint is recorded, and the Date of Next Contact 
feature is utilized. 
 
New: This page can be configured by ETO System Administrators to display links for commonly used new 
actions. 
 
My Favorites: Allows users to create a page of links or shortcuts for commonly used system features or 
reports. 
 
Help: The page contains a help manual, training material and system support for the core product 

developed by Social Solutions Global, Inc. It does not contain Washington’s ETO specific training material 

or help that is provided by ESD’s help desk. 

ETO specific training material and links to ESD’s ticketing system is found on the Workforce Professional 

Center on the ‘Technology’ page under ETO ‘Training resources’. 

https://wpc.wa.gov/tech
https://wpc.wa.gov/tech
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Participants 
 
Click the arrow to expand the ‘Participants’ menu to explore all the features available to you depending 
on your ETO user role. Following is an explanation of the features: 
 

• Find Seeker in WorkSource allows staff to conduct a site-wide search for a participant enrolled 
in any office using last name, SSN or case number 

• Add New Participant allows staff to add a new participant to ETO following the guidance in 
WIN0120 

• Find Seeker in my Office allows staff to conduct a search for a participant enrolled in staff’s 
active office using last name, SSN or case number  

• Add Seekers to Office allows staff to add a participant to their active office 

• Dismiss Participant is a feature we do not use as its only function is to remove them from the 
staff’s active office 

• Participant Eligibility is a feature that is not functioning in Washingtons ETO system 
 
  

https://storemultisites.blob.core.windows.net/media/WPC/adm/policy/1021-1.pdf
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Hands-On Activity – System Navigation 
 
Staff Dashboard 
 
Go to your dashboard and explore all of the sections shown. Note this represents your work in the 
system. 

• Explore all of the Widgets at the top of the staff dashboard. 

• Explore all of the sections within the dashboard. 
 
Seeker Dashboard 
 
Search within an office location for a participant using Quick Search and access participant’s dashboard. 
Go to the participant’s dashboard and explore the information available. 

• Explore all of the Widgets at the top of participant’s dashboard. 

• Explore all of the sections within the dashboard. 

• Note the participant’s dashboard represents work done for the participant, regardless of which 
staff completed the work. 

 
Search within the site for a participant using Quick Search. 

• Locate a seeker who is not active in the office location(s) you have access to. 

• Do the above activities multiple times, with many different seekers. 

• Add a participant who is not active in your active office and add them to your active office. 
 
Messages 
 

• Send a message to two staff members from within the site. Include yourself 

• Send a message to all staff in one office location 

• Access and read both messages 
 
  



 

20 | P a g e  

Lesson 3: Working with Participants 
 
There are 5 ways a participant record is created in ETO. 

1. Data migration from our previous case management system ‘SKIES’ 
2. Individual creates an Unemployment Insurance claim, and that data interfaces into ETO from 

UTAB creating an account 
3. Participant creates a WSWA account, and the profile moves into ETO and creates an account.  
4. In accordance with Workforce Information Notice 0081 known as WIN0081 and is used by those 

with the ETO Department Head role. WIN0081 provides guidance on how staff with the 
Department Head roles (Supervisors or MIS staff) can create an ETO participant account for 
those individuals who don’t want to share their Social Security Number 

5. Manually created by staff, following the guidance in WIN0120, called ‘Add a participant record’ 
for all staff.  

 
 

Participant Search 
 
ETO offers several different ways to search for participant records as detailed in Lesson Two: Navigating 
the System. 
 
Quick Search 

1. Start by entering the participant’s name, SSN or case ID number in the quick search 
2. Select ‘Participants’ for the ‘Within’ field 
3. Select office location to search within your local office location or change to WorkSource to 

search entire site 

 
 
If you search using ‘WorkSource’ the result will land you on the participants View/Edit page 
 
If you search using your local office location (the participant must be enrolled in your office to return a 
result), you will have several options to select from.  
 

 
 
 

Select Dashboard to view participant dashboard 

Select View/Edit to see a view of demographic data. 

Select View/Record TouchPoint to view a comprehensive list 

of all touchpoints recorded for seeker. 

Select Program History to view office enrollments 

Dismiss from program shows when office affiliation ended 

 



 

21 | P a g e  

Seeker/Participant Office History Widget 
 
Click the Seeker/Participant Office History widget from the participant dashboard for current and past 
office location activation.  
 

 
 
Information displayed on the Program History page: 
 
1. Program: Name of office location 
2. Enrollment: Status of activation: Currently Enrolled (active) or Past Enrollment (inactive/dismissed); 

the term enroll or enrollment means when seeker is added to an office location. 
3. Program Start Date: Date the participant was added into the office location. 
4. Program End Date: Date the participant exited or was dismissed from the office location. 
5. Projected End Date: Projected date for end of services/active enrollment. 
6. Days in Program: Number of calendar days the participant is/was active in the office location. 
7. Reason for Dismissal: Reason for dismissal (populates for past enrollments). 
8. Staff: Name of the staff account that added the participant into the office location. 
9. Take Action: Print past enrollment records, edit a record or delete a record. 
10. View Participant Information: (top right) to navigate to the participant ‘View/Edit’ page. 
11. Program History Audit Trail: (top right) to access an audit report for program history 

(refers to office location) 
 
Automatic adding participant to office location: When a participant completes the registration process 

in WorkSourceWA (Job Match), the participant is instantly integrated into ETO and will be automatically 

added (made active) in the correct WDA office location(s) based on participant’s zip code 

Manual adding participant to office: Manual adding participant to office is done when a participant 
needs to be added to an additional office location. 
 
Begin by opening the left side navigation bar, select ‘Participant’, then ‘Add Seekers to Office’. Enter the 
participants case number or SSN (best way to ensure you are adding the correct participant). 
 

 
 
Click search and the search results will display. 
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Based on the specified search criteria, the results page will display all records for participants that are 
not active in the current office location. Select the box next to the participant to be made active in the 
office location, then scroll to the bottom of the page. Program Start Date (refers to date participant is 
added to the office location) is set to default to the date the action is taken, or you can change the date 
if needed. Click ‘Enroll Job Seeker’ to complete process. 
 

 
 

Add multiple participants to an office location at one time 
 
Multiple participants may be added into the same office location at one time. 
 
To add multiple participants, first change to desired office location from the top of the screen (making 
this location ‘active’). Select “Add Seekers to Office” and leave search terms blank. All participants not 
currently active in the program will display. Check the box next to each participant’s name to be added. 
Scroll to the bottom of the page and complete process as described above. 
 

Audit Report 
 
When demographic data is updated in WorkSourceWA (Job Match), the update is instantly integrated 
into ETO. Audit tables provide the ability to view the history of changes made to demographic data. 
 
From the dashboard, click on the View/Edit and then select ‘Audit Report’  
  

  
 
Staff will see a list of changes that have been made to a participant’s demographic information. 
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Opt-In / Opt-Out 
 
There are times when those who work for a WorkSource (WS) partner agencies are unable to find a 

participant in ETO. Follow these steps to determine if the participant has opted out of sharing data with 

non-ESD staff. 

 

Participants are by default ‘opted in’ to sharing data with both restricted and non-restricted staff. 
Claimants are given the option to opt-out of sharing their data with non-ESD staff when they create an 
unemployment insurance claim. Those claimants who select to not share their data can only be found in 
ETO by ESD staff. 
 

1. Type participant name, SSN or ETO customer ID in the Quick Search bar using the office you are 

logged into and click search. If the Total Participants result shows “0” they are: 

a. Not enrolled in your office (in this case WSID); or 

b. Opted Out of sharing data with non-ESD staff 

 
 

2. To determine if the participant is enrolled in another office, change the “In” field to “WorkSource” 

to search all participants in ETO to determine if: 

a. Participant is found, but needs to be added to your office; or 

b. If you work for ESD and the participant is not found using either search means they are not 

in ETO. 

 
c. If you work for a non-ESD partner agency and the participant is not found using either 

search could suggest they opted out of data sharing, and you need to run the ‘Opt-Out 

Lookup’ widget found on your dashboard. 
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ADDING SEEKERS TO OFFICE 

If participant is located, but not enrolled in your office, follow these steps: 

1. Open the menu on the Navigation bar menu 

2. Select “Participant” 

3. Add Seeker to Office 

 

 
 

1. Add seeker following the directions on the “Enroll Job Seekers into” (office you are logged into) click 

search 

2. Find seeker from the search results, check the box next to their name 

3. Click “Enroll Job Seeker” 

 

 
 

When complete click OK. Your participant is enrolled in the office you are logged into. 
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DETERMINING IF PARTICIPANT OPTED-OUT OF SHARING DATA (for non-ESD staff) 

 

From your dashboard click the “Opt-Out Lookup” widget 

 

 
 

1. Enter participants SSN 

2. Click > to move SSN to prepare search  

3. Click OK 

 
 

If the participant Opted Out of sharing data with non-ESD staff, the search will return the message – 

CLIENT OPTED OUT. Follow your local area’s policy on how to Opt a participant into sharing data in ETO 

if the participant wants to share data. 
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PROCESS FOR ESD STAFF TO OPT-IN PARTICIPANT TO ENABLE DATA SHARING 

 

ESD staff can view and Opt-In participants who chose to Opt-Out of sharing data with non-ESD staff. 

Uncheck the Opt-Out box, scroll to the bottom of the page and click “Save”.  

 

On the ‘View/Edit’ participant page, the opt-out feature will show, but only for staff who are not 
restricted users. If a participant changes their mind and wants to share data an ESD staff can make this 
change. Follow your local office procedure on this process. 
 

         
Note: Restricted users cannot make changes to a participant’s opt-in or opt-out selection. 
Seekers default to Opt-In status when account is created in Job Match. Opt-out can be set by 
editing a participant record via View / Edit Participant. 

 

Reminder: The participant has to be added to the office you are logged into or you will not be able to edit 

this screen and Save will be greyed out. Follow the instructions found above to add seeker to your office. 

 

Dismiss Participant from Office Location (Program) 
 
The Dismiss Participant feature is not utilized in ETO. If a participant exits the system, it will be reflected 
in Job Match, and the information will flow to ETO. 
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Hands-On Activity – Search and View Job Seeker Records 
 
 
Access a participant’s dashboard.  
In the General Information section, view the Demographic Details touchpoint. Open the Demographic 
Details dashboard and view information. 
 
From the Seeker/Participant Office History widget, review the office history record of your participant. 
Note any dismissed or inactive office locations. 
 
Using the participant profile feature, open the menu and access their View/Edit page. Note the 
demographic details displayed.  
 
Access Review Seeker/Participant TouchPoints page. 
Note all touchpoints taken are listed. 
Note under staff column whether touchpoint was generated by WIT Integration (Job Match) or by a staff 
member. 
 
Search within the site for a participant using Quick Search 

• Locate a dismissed participant. 

• Locate a participant who is not active in the office location(s) you have access to. 
 
Add a participant into your local office. Add 3 participants at the same time to your local office 
 
Repeat all steps above for many participants - repeat many times! 
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Lesson 4: Working with Employers 
 
Basic employer account details are integrated from Job Match to ETO and can be viewed on the 
employer/recruiter’s dashboard in the Entity Information section or via accessing the 
employer/recruiter’s account page. 
 
To ensure data integrity, basic demographic information about the employer/recruiter must always flow 
from WSWA (Job Match) to ETO. Making edits to attribute information in ETO must not occur. Instead, 
staff will impersonate the employer to make edits in WSWA, which will flow instantly to ETO.  
 
Refer to lesson 8 instructions on impersonation. Refer to the Workforce Professional Center Job Match 
guidance manuals on working within WSWA. 
 

Employer Structure 
 
Employers have the ability to create a WSWA account on Employment Security Department’s job match 

website. Creating a WSWA employer account establishes three account types described in the following 

structure: 

• Company Entity is the primary record. Think of this as the headquarters building. 

• Sub-Entity is the next level of record related to the Company Entity. Think of this as the worksite. 

If there is more than one worksite, there can be more than one Sub-Entity record under a 

Company Entity 

• Recruiter represents a person within the company. 

 

 

  

https://wpc.wa.gov/tech/WSWA-training
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Employer or Recruiter Search 
 
You can search for an employer by company or recruiter name, company ‘X’ code or recruiter ID 

number.  

 

Log into ETO to begin searching by entering information in Quick Search:  

1. Enter company or recruiter name, company 'X' code, ID number 

2. Toggle the ‘Within’ field from Participant to Entities 

3. Change the ‘In’ field from your active office to ‘WorkSource’ to search the entire ETO system for 
the company or recruiter 

 
 
This search produced the following results. 

 
 
Select ‘Sub-Entity’ to land on the page where you can view company information, twenty most recent 

employer services, ten most recent job postings, enter or review case notes.  
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Employer Dashboard 
 
Dashboard of a ‘Sub-Entity’ employer account 
 

 
 

1. Widgets 

2. Entity Information: overview of the employer account information, address, number of 

employee’s, FEIN, Sub-Type 

3. Action Links: View/Edit, Entity program information, view employer TP’s from this screen 

4. Most Recent (20) Employer Services: 20 of the employer’s most recent services, recruitments, 

job listings, and follow-up activities 

5. Job Postings: includes date completed, job order ID number, position identifier 

 

If you need to find the recruiter(s) associated with an employer, click the ‘Find Recruiter Match’ widget 

to produce a report with recruiter names. Click on the link to go to the recruiter dashboard. 

 

These are the results for a recruiter search from a sub-entity account 
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Impersonation and Error Messages 
• ‘There was an error in impersonation’ 

o The recruiter account was created but the account was not activated. Impersonate an active 

recruiter, click ‘Your Account’ tab, ‘Users’, ‘Pending users’, select recruiter account and send 

a reminder. 

 
• Refresh session 

o ETO and WSWA are on separate timeout clocks. If you are experiencing problems with 

impersonation, log out of ETO and back in. 

 

Employer Services and Case Notes 
Employer service activity can be documented under the sub-entity or recruiter record. However, when 

several business services staff work with the same employer or multiple recruiters for a company, it is a 

best practice to document all activity into the sub-entity record and not in the ‘Company Entity’ or 

recruiter record. The benefits of this are services are under a common record. 

 

Entering a Business Services TouchPoint  
Start from the ‘Sub-entity account, click on the ‘Record Business Service’ widget and land on the 

Employer Services tab 
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Employer Services tab 
The TouchPoint opens on the ‘Employer Services’ tab where you can enter the following: 

1. Identifier allows you to enter a description of the service 

2. Use the dropdown menu to enter service on behalf of another staff, or leave blank  

3. Contact Location/Method menu allows you to select method of service delivery 

4. Enter the business contact person  

5. Schedule follow-up alerts to add to your ‘To-do’ list 

6. Select how you want to record service 

 
 

Service Code and Notes tab  
Click this tab to select the type of service you provided to the employer.  

1. Identifier allows you to enter a description of the service 

2. Use the dropdown menu to enter service on behalf of another staff, or leave blank  

3. Type of Service (required field which opens interactive menus); once a selection is made: 

a. A list of Employer Services displays and varies depending on the type of service selected 

b. Once a selection is made for the employer service, the note displays to add a note 

c. Service cannot be saved without these required fields 

4. Ignore Deactivated or legacy services code 

5. Upload Documents 

6. Select how you want to record service 
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Review the new service(s) TouchPoint from your ‘Most Recent (20) Employer Services’ dashboard  

 

 
 
 

Dismiss (disable) Employer/Recruiter 
 
When there is a need to disable an employer’s account, an admin will disable in WebAdmin. This action 
will flow through to ETO. Once disabled in WebAdmin, users can verify the employer is disabled by 
searching in ETO and noting the employer is not assigned to any office locations. 
 
Employers/recruiter should never be directly disabled from ETO. 
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Hands-On Activity – Working with Employers 
 
 
Search for an Employer 

Use any employer account 
 

• Search for your employer using quick search. Go to the employer’s dashboard and explore all 
dashboard sections and all shortcuts. 

• Explore the options available by searching first within the office location, and then within the 
site. 

• Repeat above activities searching for a recruiter. Note the differences. 
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Lesson 5: Using TouchPoints 
 
TouchPoints are electronic response forms used for collecting and viewing data. All data into the 
database is recorded via a touchpoint and can be reported out using ETO reports. 
 
TouchPoints are configured specifically for participants or for entities (employers, recruiters, service 
providers). Each touchpoint form is assigned security settings. TouchPoint icons to view, edit or delete 
are viewable only to user accounts that have been granted the specified privilege in the touchpoint’s 
security settings. 
 

Data entered by participant or employer Data entered by staff 

Data entered by the participant or employer in 
WSWA Job Match is integrated into ETO via 
touchpoints. The data should be considered view-
only in the ETO system and can be accessed 
through the associated touchpoint response form. 

Data such as service activities and events are 
recorded by staff using a touchpoint form. 
This data can be edited or deleted based on 
permissions granted per touchpoint, per user, per 
program. 

 
Recently recorded touchpoints are accessible through various dashboards in the system. A 
comprehensive list of touchpoint records can be accessed through the Review TouchPoints page. 
 
TouchPoints can be recorded from many places within ETO. Accessing the list of available touchpoints is 
best done from the dashboard. 
 
Recorded touchpoints can be viewed from many places within ETO. Accessing the recorded touchpoints 
is best done from the dashboard, or the Review TouchPoints page by clicking on the widget. 
 

Workflow 
 

Cross-references: 
 
ETO allows four types of cross-references within a touchpoint form: 
 
Seeker/Employer: allows lookup and selection of seeker or employer record. This is used frequently for 
selecting an employer or training provider’s entity record when recording a service or plan for the 
seeker. 
 
Demographic/Attribute: reflects the information that is currently present in the participant’s 
demographic record as seen on the view/edit participant screen, or relevant ETO office location 
information such as program name and start date. (For entity records, the attribute information as seen 
on the view/edit entity screen.) In ETO, this may be used to document basic information about the 
participant (e.g., standard demographics of DOB or age) or by which office a touchpoint is being 
recorded. 
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Element cross-reference: Reflects the answer given to a specific question in another touchpoint 
recorded for the subject of the current touchpoint, in a read-only field. In Customer 
Management, this is used for reflecting basic information relevant to eligibility that was previously 
recorded in another touchpoint, such as information related to military service that was captured in the 
veteran details touchpoint. 
 
Response cross-reference: this allows the lookup and selection of a previously recorded response to a 
specific touchpoint. The list of available responses shown may be automatically filtered on specific 
criteria. In ETO, response cross-references are used to lookup active contracts for plans and services. 
 

Conditional Rules / Calculations 
 
Many touchpoints in ETO have been configured with conditional rules and calculations to assist in the 
automatic assessment of eligibility and obligation of funds per training and supportive service plans. 
 

Review TouchPoints 
To access a comprehensive list of recorded touchpoints, navigate to the Review TouchPoints page 

For seeker, click on the ‘Review Seeker/Participant Touchpoints’ widget on the seeker 
dashboard. 
 
For employer or recruiter, click on the ‘View Entity Touchpoints’ widget on the employer or 
recruiter dashboard. 
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The Review TouchPoints page will display. 
Click the plus icon next to any of the touchpoint 
response forms listed. This will expand the 
section display information for each touchpoint 
recorded (e.g., date completed, last date updated, 
office location, and who recorded the response). 
TouchPoints generated via Job Match will be 
attributed to ‘WorkSource WA’ under the Staff heading. 
 
TouchPoints recorded by staff will be attributed to a specified staff account. 
 
 
 
 
 
 
To work with recorded touchpoints, click the action icon to the far right of the touchpoint record.  

Note: Icons will display only if access is granted to user role. 
 

  Eye icon - view data in touchpoint response form 

+  Plus sign icon – record a new touchpoint form 

 Dashboard icon –this icon only is available when the primary touchpoint has been 
recorded. Clicking the icon will navigate staff to the touchpoint dashboard, where 
the secondary touchpoint will now be available to record. 

 Pencil icon - edit touchpoint responses 

 Trashcan icon - delete the touchpoint response form 

 
Staff will use touchpoints to record services, activities, and events. TouchPoints are configured for 
participants or employers. Depending on the type of activity, touchpoints may be completed for a single 
participant or employer. 
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Single Participant or Employer TouchPoint 
 
TouchPoint data can be entered from several locations.  

1. Within a dashboard, click on the plus sign found in a dashboard part.  
2. Click the ‘Review Seeker/Participant TouchPoints’ widget and click ‘Take New’ from one of the 

already used selections, or 

  
 

3. If the TouchPoint you intend to create is not shown, click ‘Take new TouchPoint’ and from the 
drop-down menu, select the name of the touchpoint to be recorded and click ‘Continue.’ 

 
Complete all pages for each question within a TouchPoint. Pages are displayed via tabs across the top of 
the touchpoint. Required questions have a red asterisk and must be completed for the touchpoint to be 
saved. Date field on touchpoint is date contact is made. Date touchpoint is actually taken is time-
stamped in the background. 
 
Click one of the save option buttons located at the bottom of the form to save the data. Not all save 
options may be available for a specific touchpoint. 
 

• Save - saves the record and generates a confirmation message. 

• Save and Record Similar - saves the record and generates a confirmation message. A new blank 
touchpoint response form will display, ready to be recorded. 

• Cancel - will not save data. A confirmation message will generate. 

• Save as Draft: If a touchpoint has time restrictions on editing, save as draft allows updates 
regardless of the update period restrictions imposed by administrators. Some reports will not 
include touchpoints that are still in draft mode as they indicate that data entry is not yet 
complete. 

o This feature is not available in all TouchPoints 
 
The recorded touchpoint can be viewed on the participants or employer’s dashboard. 
  



 

39 | P a g e  

Schedule Date of Next Contact Alert 
 
To show up in staff ‘To-Do’ list. 
 
Some touchpoints will be configured with a Date of Next Contact element. If filled out, and the 
touchpoint is saved, an action will appear in the staff’s ‘To-Do’ list. 
 
Select within the ‘Date of next contact’ (to-do list reminder) feature: 
 

• Schedule Follow-up Alert to show up on staff’s To- Do list    – or – 

• Schedule Follow-up Alert to show up on Other Staff To Do List. When this option is chosen, 
choose the office location and staff account for the alert to appear. 

 

 
 
Indicate an alert date, either manually, or select the days out options (+1, +7, etc.). Days out can be 
combined: +60 twice will set the date 120 days. 
 
Indicate the purpose of the To Do List Alert: 
 

• A reminder to complete this TouchPoint - or – 

• A Reminder to take a new TouchPoint. Select touchpoint to be taken. 
 
Fill in alert notes. The touchpoint may also have a notes field. Alert notes are for staff’s benefit and will 
not show up in the participant/employer’s record. The regular notes field in the touchpoint will show up 
in the participant/employer’s record. 
 
Complete touchpoint with one of the Save options. 
 

Review ‘To-Do’ items 
 
Open the left side navigation and select ‘To-Do List’ to review your tasks. The list is filterable to help you 
manage your workflow. Tasks will remain there until action is completed. 
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Primary / Secondary TouchPoint 
 
Some touchpoints will have a Parent/Child relationship, where the child touchpoint cannot be recorded 
unless the parent has been recorded. (Child touchpoints are often referred to as sub-forms.) 
 
In a scenario where a Parent/Child relationship exists and the parent touchpoint has been recorded, 
locate the parent touchpoint on the dashboard to record a child touchpoint. 
 
On the General Information participant dashboard, the touchpoint will be an underlined link. Click the 
link to be directed to the touchpoint dashboard. 

 
 
This opens the primary touchpoint’s dashboard. Click ‘+ New’ to record the desired secondary 
touchpoint. 
 
To access an employer’s primary touchpoint dashboard, and as an alternate way to access the primary 
touchpoint’s dashboard for seekers: 
 
Click ‘Review Seeker/Participant Touchpoints’ located on the participant dashboard. Locate the 
recorded parent and click the dashboard icon to the far right of the recorded touchpoint to be directed 
to the child touchpoint dashboard. 
 

 
 
Recorded child touchpoints can be viewed on the parent touchpoint dashboard in one of the recent 
touchpoints sections. 
 
Remember, the parent touchpoint dashboard is visible only when the parent touchpoint has been 
recorded. A parent touchpoint may have multiple child touchpoints. A child touchpoint can never be a 
parent touchpoint. 
 
Note: A child touchpoint is not visible to record unless the parent touchpoint has been recorded. Once a 
child touchpoint is recorded, it will not show up anywhere except in the parent touchpoints dashboard. 
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Recording a Group Service TouchPoint 
 
Recording a group service is a feature of ETO which is used to record basic services provided to a group 

of participants at an event or workshop.  

NOTE: Prior to recording a group service, each participant must be attached to your office. If a 

participant is not attached, you must first add to your office before recording the service. 

You begin the process by: 

1. ‘Click Record Services (Individuals or Groups)’ from the staff widget menu, or 

2. Open the left side navigation menu and select ‘TouchPoints>Record New TouchPoints 

 

After the Touchpoint opens select the ‘Record TouchPoint’ screen, click the dropdown arrow, and select 

‘Basic Service’ TouchPoint (TP).  Note: Although there are other services available from the menu 

selection, the only service allowed to take as a group is ‘Basic Service’. 

After selecting ‘Basic Service’ the ‘Subject Type’ menu opens, select ‘Participant’. Although there are 

other subject types available from the menu selection, the only subject type allowed to take as a group is 

participant. 

  

You are now ready to build your collection for those who attended your event from the ‘Participant’ 

menu by typing the participant's name, clicking the filter icon and click the box next to their name. 

Continue process 1-3 until you build the collection containing all the event or workshop participants. 

When finished click ‘Continue’. 
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Steps to record a ‘Basic Service’ for a group of participants: 

1. Services can be taken on behalf of another staff. 

2. Participants in your group service collection. 

a. Clicking the +Add allows you to add more participants. 

b. Clicking the  allows you to delete participants. 

3. If all participants are enrolled in the same Program Enrollments, Other Program, Local Program 

and Contract you can add it from this screen. If they are not enrolled in the same program or 

contract you add them individually by opening each participant record from the collection in 

step 2 and select the program or contract from the menus.  

4. Select the required ‘Service Provided’ by clicking the arrow and opening the menu.  

5. Select the Method of Contact by clicking the arrow and opening the menu. 
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Steps to record a basic service for a group of participants, continued: 

6. If applicable, open drop-down menu and select a ‘Provider’. 

a. If not in drop-down menu you can type in provider name and course name. 

7. Enter ‘Activity Date’. 

8. A ‘Basic Service’ is a transactional service so the start date autofills the end date (end date is 

locked). 

9. Enter up to 2000-character note. 

a. The case note displays on the participants record within the collection. 

b. The case note does not display from the participants account ‘Basic Service’ TP. 

c. Note is included in the ‘Case Notes History’ report run from the participant dashboard. 

10. If applicable, upload any supporting documents.  

11. Schedule follow-up appointments that will be added to your ‘To Do’ list. 

12. Click ‘Save and record similar’ if you have more than one ‘Basic Service’ TP to record for this 

collection. 

a. You will have the ability to add or remove participants from the original collection at this 

time 

13. Click ‘Save’ if you are done adding services to this collection 

 

 

After saving your work you will see the new TPs on the staff dashboard under ‘My Most Recent (35) 

TouchPoints. Consider the following when accessing group services: 

1. The screen shot shows the collection and all the participants are connected to one another 

2. Clicking on any of the icons will open the entire collection 

3. Eye opens the collection for view only 

4. Pencil opens the collection for editing. This is where you can add or delete individual 

participants, add a program or contract and a case note  

5. + opens the collection to add individuals 

6. The ‘garbage can’ deletes the entire collection 

Note: You will get a warning that this action will delete all members of the collection  
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Edit TouchPoint Responses 
 
Some touchpoint response forms may allow specified user roles to edit the data collected in the form. 
These permissions are granted in the touchpoint’s security settings. If the user role has editing privileges 
for a touchpoint response form, a pencil icon will display next to the touchpoint response form. 
 

 
 
To edit data in touchpoint response forms click the pencil icon next to the touchpoint response form, 
complete all necessary updates in the form and click save. 
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Hands-On Activity – Using TouchPoints 
 
 
 
Participants 

• Explore the components and what your ETO role allows you to do with the Touchpoints (TP) on a 
participant dashboard: 

o Program enrollments 
o General Information 
o Most Recent Basic Career Services 
o Program Management Forms 
o Most Recent Individualized and Training Services 

 

• Try to view, edit, delete, or take a new a TP from the participant dashboard 

• Click the participant dashboard widget ‘Review Seeker/Participant Touchpoints’ and review a TP or 
take a new TP 

• Add a new TP from the ‘Take New TouchPoint’ menu 

• From inside a TP, explore the different ways you can save a TP 

• Schedule a date of next contact to add to your ‘to-do’ list 

• Review Primary/Secondary TP guidance above and find an example on the participant dashboard 
o Now find one by using the ‘Review Seeker/Participant TouchPoints’ widget 

• Record a group service 
 

Employers 

• Explore the components and what your ETO role allows you to do with the Touchpoints (TP) on an 
employer dashboard. 

o Most recent Employer Services 
o Most recent Job Postings 

 

• Click the employer dashboard widgets and review a TP or take a new TP 
o Record a service 
o Review Employer/Recruiter Touchpoints 
o View Employer/Recruiters Notes History 
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Lesson 6: Dashboards 
 
ETO utilizes dashboards to view the system, view recent activity and take action or record services.  
 
ETO has several different dashboards for various purposes. The two main dashboards in the system are 
the staff dashboard and the participant dashboard. (Reference dashboard navigation section for 
instructions on accessing staff and participant dashboards.) 
 
Links are found throughout dashboards to facilitate easy navigation through the system. 
 
When working with recent touchpoints (for example, a section labeled Program Management Forms) or 
specific services or activities, the dashboard will display various icons used to perform different actions. 
The following describes the function for each icon: 
 

 
 
 

   Eye icon  - View recorded data in touchpoint response form 
   Plus sign icon  - Record a new touchpoint form 
   Dashboard icon - Access touchpoint dashboard, if applicable 
   Pencil icon  - Edit touchpoint responses 
   Trashcan icon  - Delete the touchpoint response form 

 
Note: icons display based on user permissions. 
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Standard dashboards 
 
Staff Dashboard – Displays recent information recorded by staff for participants, employers, or service 
providers. Information is not specific to a subject type; it is the collective work of staff.  
 
Participant Dashboard – Displays General Information and recent data recorded for participants. Access 
to additional information provided via links displayed on dashboard. 
 
Participant Profile Quick View-- Click the participant’s name to display the Fly-Out menu for a quick 
view of some important demographics and links to take further actions.  

 
 
Employer Dashboard – described in Working with Employers – Employer/Recruiter Dashboard. 
Displays recent information recorded for the selected employer, e.g., employer services, job postings, 
quick link widgets, etc. 
 
TouchPoint Dashboards - When touchpoints are created in a parent/child scenario, the parent 
touchpoint must be recorded first and only then is the child touchpoint available. TouchPoint 
dashboards are viewable once the parent touchpoint has been recorded. From the touchpoint 
dashboard, the child touchpoints is accessible to be recorded. 
 
To access a touchpoint dashboard: 
 

1. From the main dashboard, click the link in the dashboard column next to the applicable 
touchpoint form. 

2. From the Review TouchPoint page, click the dashboard icon. 
 

  

https://sites.google.com/site/etosoftwarehelpmanual/eto-software/getting-started/navigation/dashboards/participant-dashboard
https://sites.google.com/site/etosoftwarehelpmanual/eto-software/entities/view-edit-entity/entity-dashboard
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Hands-On Activity Dashboards 
 
 
Review 

• Navigate and investigate the sections of a participant dashboard 
 

• Navigate and investigate the sections of an employer dashboard 
 

• Navigate and investigate a touchpoint dashboard. 
o Access the touchpoint dashboard via the Participant dashboard 
o Access the touchpoint dashboard via the Review Seeker/Participant TouchPoints page 

 

• Investigate the shortcuts on a participant and employer dashboards. Open each one. 
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Lesson 7: ETO Engage 
 

ETO Engage 
 
This provides two-way communication tools to participants and/or employers to provide reminders, 
deliver messages, schedule appointments, collect feedback, and initiate action. 
 
ETO Engage can be used to schedule weekly email reminders to take a touchpoint in ETO, alert staff of 
an emergency issue with a text message or deliver a direct phone call. 
 
To access ETO Engage, click ‘Communicate via ETO Engage’ from the staff dashboard 
 

 
 
Note: ETO Engage and ETO cannot be open simultaneously. When the ETO Engage link is clicked, the 
ETO Engage software is opened. 
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Self Service (Email) 
 
To send an email, the email field must be completed with a valid email address for all participants. For 
employers, the email field must be completed within the employer contact(s). 
 
A general email can be sent, or a link can be sent to complete a touchpoint. The recipient does not need 
a login to ETO and does not need an ETO account to complete the touchpoint. 
 
 
To send email: Click the envelope icon at the top left 
of the engage page. 
 
 
 
Select the recipients for the email. There are two options: 
 

• Participant – Select ‘Participant.’ 
Type in the first or last name of a 
participant, select the appropriate 
name from the results displayed, 
and repeat to add additional seekers 
as necessary. 

• Employer - By selecting entity as the recipient, the email will be sent to all the contact records 
associated with an employer. Select ‘Entity’, type the employer’s name (not the contact name) 
and a list of matches will auto-populate. Select the appropriate name from the results displayed 
and repeat to add additional employers as necessary. 

 
A staff may select a combination of recipient subject types. For example, the same email can be sent to 
several participants and several 
employers. The different subjects 
will be highlighted with different 
colors and icons in the “To:” field. 
 
Create the subject and message of the email. 
 
The subject field is required and must be completed. 
 
The body of the email is set to a default message designed to send a touchpoint link. Edit the body of 
the message to send a general email. 
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Use curly brackets to pull the subject’s first and last name to personalize the message. Curly brackets 
can be added around a number of phrases to customize the content of the email. Below are the 
available commands (commands are case sensitive): 
 

{FirstName} The first name of the participant or employer contact 
 
{LastName} The last name of the participant or employer contact 
 
{TouchPoint} NOTE: This functionality should not be used 

 
Schedule or Send the email. 

 
 
 
 
Select “Send Now” to send message immediately. 
 
If no email address is attached to a participant or employer contact, a message will display: “Email 
address for recipient cannot be found.” If an invalid email is attached to the seeker or entity contact 
record, the status will display as Sent. 
 
-    or – 
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Select “Schedule Email” to display the schedule 
rules. Select desired schedule and click “Save.” 
 
 
 
 
 
 
 
 
 
 
 
After the email has been scheduled, check the scheduled email log by clicking the “Schedule” link under 
Self Service. This page displays the details of all scheduled emails. To cancel scheduled emails, click the 
blue box underneath the Action header. 
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Direct Connect (Phone Calls & Text Messages) 
 
 
Use Direct Connect to send recipient(s) a pre-recorded phone message or text message. 
 
Send a Pre-Recorded Message 
 
Click Direct Connect from the left side of the screen and select 
‘Telephone.’ 
 
 
 
 
 
 
 
 
 
 
Select the recipient(s). 
 
A standard phone demographic field must be completed with a valid U.S. formatted telephone number 
for all participants. For employers, the phone field must be completed in the employer contact(s). The 
system will always look at the home phone first. If there is no number in that field, it will look at the cell 
phone number field. 
 
Select the type of Audio Message. 
 
A. New Audio Message: 

• Record Message via computer’s microphone. Click ‘Start Recording.’ Review message under the 
‘Existing Audio Message’ tab. Refresh the page if newly recorded message is not displayed. 

• Record Message via Telephone: Enter the phone number associated with the phone to be used 
to record the message. An automated call will generate, requesting staff to record message. 
Record the message and press # when the message is complete. Once recorded, the message 
can be found under the ‘Existing Audio Message’ tab. Refresh the page if newly recorded 
message is not displayed. 

 
B. Existing Audio Message: Select an existing (previously recorded) audio message to send to 
participants or employers. Note that these cannot be deleted once saved. 
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C. Text-to-Speech Messages: A call will be made to the selected recipient(s) using a text-to-speech 
engine. Type in the message to be delivered, and ETO Engage will translate from text to speech in the 
phone call. Be sure to test the text-to-speech message before sending. 
 
There is a 4,096-character limit on 
the text that can be spoken. 
 
Punctuation such as commas and 
periods will be interpreted as 
natural pauses by the speech 
engine. 
 
When saying numbers, ‘12345’ will 
be spoken as ‘twelve thousand 
three hundred forty-five.’ Whereas 
‘1 2 3 4 5’ will be spoken as ‘one 
two three four five.’ 
 
 
 
Schedule or Start Call. 
 
If the recipient does not pick up an ETO Engage call, ETO Engage will leave a voicemail for the recipient. 
 
Selecting Schedule Call will display the schedule rules. Select desired schedule and click ‘Save.’ 
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After a Direct Connect phone call has been scheduled, check the scheduled call log by clicking the 
Schedule link under Direct Connect. This page displays the details of all scheduled calls. To cancel 
scheduled calls, click the blue box underneath the Action header to stop further calls 
from being sent. 
 
 
 
 
 
 
 
 
 
 
 
 
Send a Text Message 
 
Select Direct Connect from the left side of the screen and click 
‘SMS/Test Message.’ 
 
 
Select the recipient(s). 
 
The cell phone field must be completed with a valid U.S. formatted 
telephone number for all participants.   
For employers, the cell phone field must be completed in the entity 
contact(s). Standard messaging rates will apply. 
 
 
 
Compose message in text 
field. 
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Schedule or send the Text Message 
 

• Send Message will send your text message immediately. The details will be available to review 
after submission. If a cell phone number is not attached to a participant or employer contact, an 
error message will display. If an invalid cell phone number is attached to the participant or 
employer contact record, the status will display ‘sent.’ 

• Selecting Schedule Message will display the schedule rules. Select desired schedule and click 
‘Save.’ 

 
After a Direct Connect text message has been scheduled, check the scheduled text messages log by 
clicking the ‘Schedule’ link under Direct Connect. To cancel scheduled text messages, click the blue box 
underneath the Action header to stop further text messages from being sent. 
 
Tracking & Reporting 
 
To track all outgoing messages, click the reporting tab. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
View the number of text messages, emails and phone calls sent. 
 

 
 
 
Settings 
 
 
To change the settings, click the red gears 
icon on the top left 
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Self Service Settings 

 
To change the email address and name that appear when a self-service email is sent, select ‘Email Setup 
Wizard.’ 
 
 
 
 
 
 
 
 

Direct Connect Settings 
 
To change the phone number used for direct connect telephone calls, select ‘Phone Setup Wizard.’ 
 
 
 
 
 
 
 
 
 
NOTE: SMS/Text Messages are sent from a generic number and cannot be changed at this time. In 
addition, incoming messages cannot be accepted from the SMS/Text Message number. 
 
 
Returning to the ETO System 
 
Currently, ETO Engage and ETO cannot be open simultaneously. 
If there is a need to return back to ETO software while in ETO Engage, 
click the blue bar in the top right-hand corner and click “Return to ETO 
Software.” 
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Lesson 8: Impersonating Participants and Employers 
 

Single Sign-On Feature 
 
Staff can assist a participant or recruiter in WSWA (Job Match) by impersonating them while logged in to 
ETO. No additional sign-on to WSWA is necessary. 
 
Remember, it is always best to ask participants and employers to update their WSWA accounts 
themselves but if that is not possible, you must ask them for permission before impersonating them in 
WSWA. Edits made in WSWA will immediately integrate into ETO. 
 

Impersonate a Participant 
 
From the participant dashboard, select ‘Access Seeker/Participant Account’ widget to update profile 
information, offer resume support, conduct job searches and provide other support services available in 
WSWA. 
 

 
 

NOTE: If a participant does not have a WSWA account profile, a message displays when you click 
the widget: 

 
Tip: A participant must have an email address in order to have a WSWA account profile. 
If no email address exists, a profile will not exist. 

 
Follow the Workforce Professional Center (WPC) Job Match guidance for working in WSWA 
 
IMPORTANT: To end the WSWA impersonation session, click ‘End Session’ in upper left corner. 

  

https://wpc.wa.gov/tech/WSWA-training
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Impersonate a Recruiter 
 
To edit data in an employer account, impersonate the recruiter (a person who enters data on behalf of 
the employer). 
 
From the recruiter dashboard, select ‘Access Recruiter Account’ widget to update profile information, 
offer resume search support, manage job postings, and provide other employer-related support 
services. 
 

 
 
Follow the Workforce Professional Center (WPC) Job Match guidance for working in WSWA 
 

NOTE: If a recruiter does not have a WSWA account profile, a message displays when you click 
the widget: 

 
 
IMPORTANT: To end the WSWA impersonation session, click ‘End Session’ in upper right corner. 
 
Business Practice: Notify employers of any change/work done on their behalf. 
 
  

https://wpc.wa.gov/tech/WSWA-training
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Lesson 9: Utilizing Reports 
 
 
Helpful hints for reports: 

• Always click the ‘Refresh Report List’ every time you access the reports menu. Failure to do so 

means you could be pulling an older version of a report, or your report may time out. 

• If you click on a report, and your screen flashes and goes back to the menu, you most likely are 

receiving a pop-up blocker. See Pop-up Blocker guidelines in this document below. 

• Some reports pull a large amount of data, which can cause the report to time out. While some 

of the smaller reports allow for running a larger start/end date parameter, it is best to try and 

run the larger reports for a smaller start/end date parameter. 

 

Accessing Reports 
To run a report, open the left-side navigation bar, click on 

‘Reports’ and then ‘View Reports Menu’. 

 

 

 

When the report menu opens, click the ‘Refresh Reports List’ 

button. 

After clicking on the button, click on the ‘+’ in front of the 

category for which you wish to run a report. 

 

Locate the report and click on the report. 

NOTE: If the screen flashes and goes back to the menu, remember to check for a pop-up blocker. 
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Initial Prompts 
The Initial Prompt window for the select report opens. 

NOTE: This window is different for various reports; however, some standard prompts are: 

• WDA  

• Start Date 

• End Date 

• Office – this is typically an optional field and not required; however, it may be required on 

certain reports. 

The way you select certain prompts also varies; sometimes you just get a WDA drop-down to select 

from, while other times you must select the WDA and click the > arrow to move into the open window 

to the right as shown in the example below. 

 

 

You then select the Begin and End date parameters by clicking each of the fields, and then click on the 

calendar icon to navigate to the date you wish to run for both Begin and End: 
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Running a Report 
After entering initial prompts, click OK. After clicking OK, you will see a ‘Retrieving Data’ window with a 

‘spinning circle’ which means the system is working on pulling the data into your report. 

Once this pop-up window disappears, the report data displays. 

• If you realize you selected the incorrect prompts or wish to run a new WDA or start/end date, 

click on the Refresh icon -- . 

• To export the report to Excel for filtering and sorting, click on the Export icon -- . 

 

Exporting a Report 
Once you click on the Export icon, a new pop-up window displays.  

Some reports have just one tab, 

while others have multiple tabs 

that can contain various for the 

report, and others include a 

‘Query’ or ‘Summary’ tab. If you 

do not wish to export the Query 

or Summary tab, uncheck the 

box as show below. 

 

For filtering and sorting your 

report, click in the ‘File Type’ 

dropdown and select Excel 

(.xlsx); click OK. 

 

 

 

 

 

 

The report will export and be available in your ‘Download’ folder on your computer. 
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Pop-up Blocker 
When running reports in ETO, you might experience an issue where you click on a report in the menu 

and the report menu refreshes and doesn’t open the actual report you selected. 

This happens because you are receiving a pop-up blocker. 

 

• Click on the mp4 icon below to watch a video; when you get the ‘Open Package Contents’ pop-up, 

click ‘Open’. 

NOTE: When the report is selected, look up in the upper right corner of the address bar to see 

the ‘pop-up blocker’ message. 

Report_Pop-up_Blo

cker.mp4
 

• Once the message disappears, you will see a red ‘x’. 

• Click on the red ‘x’ and click on ‘Always allow pop-ups and redirects from https://wa.etosoftware.us’ 

to allow the pop-up blocker. 

 

 

  

https://wa.etosoftware.us/


 

64 | P a g e  

Hands-On Activity Reports 
 
 
From the reports menu: 

1. Click ‘Refresh Report List’ 
2. Open the categories and explore the reports 
3. Find and run a report that is critical to the work you perform  
4. After running your report, export it to Excel, apply filters and play with the data you pull 
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Addendums 
 

Review Staff To Do 
From the left-side Navigation bar, select Program Administration, Review Staff To Do 
 
This functionality allows managers to review their staff’s To Do Today, To Do Participant, To Do 
Entity and To Do General lists. 
 

• Select this option and choose which staff member’s To Do list you want to view. 
 
This option is also available through your own To Do List by selecting another staff name at the top of 
the list. This is set up on the Manage Programs page. 
 
 

Review Staff Efforts 
From the left-side Navigation bar, select Program Administration, Review Staff Efforts 
 
This functionality allows managers and supervisors to review their staff’s work. This option is available 
on the left-side Navigation bar under ‘Program Administration’. 
 

• Select this option and choose which staff member’s work efforts you want to view. 
 
See the desk aid for additional instruction. 
 
 

View Confidential Case Notes 
 
The Confidential Case Notes touchpoint has been configured to allow Staff Supervisors to view recorded 
data. Locate recorded touchpoint for participant and click the “eye” icon to view. 
 
  

https://storemultisites.blob.core.windows.net/media/WPC/tech/staff-resources/Review-staff-efforts.docx
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Glossary - Customer Management Terms 
 
 
Active 
A term used to define a participant’s status in an Office Location (identified as a “program” in the 
system.) An “active” participant within a date range is someone who has an Office Location (program) 
start date before or within the selected date range and either no end date in the 
Office Location or an end date between the date ranges selected. 
 
Add Seekers to Office (program) – also known as enroll or make active. 
To bring a participant that exists in ETO into the selected Office Location (program) and enter an Office 
Location (program) start date. When a participant registers in Job Match, the seeker will automatically 
be added to an Office Location (program) based on the seeker’s zip code. A manual add is done only in 
special circumstances. 
 
Attribute 
Characteristics of employers (Entities) that are not expected to change as a result of service (e.g., 
address, phone number, benefits provided, Special Hiring Features, Public Transportation Available, 
Affirmative Action plan, etc.). ETO comes with Standard Attributes; additional Attributes are created 
with the Attribute Wizard. Attributes are to employers (Entities) what demographics are to participants. 
Attributes appear on the Add New Entity and View/Edit Entity screens. 
 
Collection 
A Collection is a grouping tool that will be utilized for scheduling events and mass scheduling. 
 
Certified ETO Administrator 
An ETO software Administrator who has successfully completed the certification exam. 
 
Custom Report 
A query that is saved and shared on the Manage Queries screen so that it appears on the Custom 
Reports page, accessed below Reports on the Navigation Bar. 
 
Dashboard 
A dashboard provides a comprehensive view of recent activity or services. Dashboards are available for 
users (My Dashboard), participants, employers, TouchPoints and Collections. The staff is able to view, 
edit, or record data from the dashboard. 
 
Demographics 
Characteristics of participants that are not expected to change as a result of service (e.g., Name, Date of 
Birth, Race,). Participants enter their demographics during the registration process via Job Match: the 
data is then updated in real time into ETO and recorded via TouchPoints. 
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Dismiss 
Term used when a participant is no longer active in an Office Location (program). When a participant is 
dismissed, the function requires a dismissal date. The dismissal date serves as the participant’s 
“Program End Date” on the Program History page (where program refers to Office Location). Once a 
participant is dismissed, recording data for the participant will cease until the participant is re-added to 
the program. 
 
Enroll – refer to Add Seekers to Office 
 
Entities 
A subject (typically third party) that impacts participants (e.g., employers or service providers.) 
 
Efforts to Outcomes (ETO®) software 
Software solution developed and distributed by Social Solutions Global (SSG), the leading provider of 
outcomes management software for human services. SSG’s mission is to help people transform lives. 
Efforts are the intentional actions of the agency to support the participant within the design or logic 
model of the program. Outcomes are the participant-based measure that shows significant change in 
the situation or behavior in correlation to the efforts. The ETO portion of the WorkSource solution is 
powered by ETO® software. 
 
ETO – see Efforts to Outcomes 
 
ETO Results 
An incredibly robust tool used to create custom reports utilizing Web Intelligence. 
 
ETO Engage 
ETO Engage equips users with two-way communication tools to provide reminders to participants or 
employers, deliver messages, schedule appointments, collect feedback, and initiate action. 
 
Feeder Table 
Drop-down menu choices found throughout features in ETO. The names of feeder tables are hardcoded 
(e.g., “Reason for Dismissal”), however options are populated by 
the Administrator (e.g., “Hard Exit.”) 
 
Links (aka Action Links) 
The “Links” section located within the participant’s dashboard is used to navigate to other parts of the 
system. 
 
Log In 
Term used to describe the process a user initiates when accessing the ETO system. From the login page, 
users will provide a username and password to access the system. 
 
Log Off 
Term used to describe the user-initiated process for exiting the ETO system. The link to log off the 
system is located in the upper right corner of ETO. For security purposes, users should be trained to log 
off of the system after work in the system is complete or at any time the user’s device in which the 
software is running will be left unattended by the user. All users should log off of the ETO system before 
closing their browser to ensure data integrity. 
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Manage 
Refers to the features in ETO used by Administrators to make additions and modifications to ETO, (e.g., 
Manage User Accounts). The majority of these features are found under the “Site Administration” 
component of the Navigation Bar. 
 
Navigation Bar 
The Navigation Bar (green panel located along the right-side of the ETO screen) is a comprehensive 
menu that can be utilized to navigate the system. Administrators can customize the content of this bar 
by adding or removing features based on business need. The Navigation Bar can be hidden or made 
visible by the user. 
 
Office Location (identified as “Program” in the system) 
Location where services are provided. A participant must be active in an Office Location (program) to 
record data/services for the participant. The Start Date, (the date a participant becomes active in the 
Office Location) and End Date (the date a participant is dismissed from an Office Location) is recorded 
for all participants. 
 
Outcome 
The “O” in ETO, outcomes can be tracked to measure and increase or decrease in attitude, performance, 
knowledge, etc. Assessments that include weighted elements that are completed more than once allow 
for comparative analysis, and outcome tracking. 
 
Output 
TouchPoint elements that are tracking neither an increase nor decrease and are used for counting. 
 
Participant 
Member of the target population; a recipient of service, known as participant in WorkSource. 
 
Program 
Office Location. A participant must be active in an Office Location (program) to record data/services for 
the participant. The Start Date, (the date a participant becomes active in the Office Location) and End 
Date (the date a participant is dismissed from an Office Location) is recorded for all participants. 
 
Program Group 
A component used to group Office Locations based business requirements. 
 
Program History 
Refers to the start date and end date history of a participant in an Office Location. 
 
Program Start Date 
Date a participant is made active (added) to an Office Location. 
 
Program End Date 
Date a participant is dismissed, or exits, from an Office Location. 
 
Projected End Date 
Date used to project when a participant will be dismissed, or exits, from an Office Location. 
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Query 
A request for information from ETO that can only be completed by a user who has been assigned a 
Department Head role or above. Queries appear in a grid that can easily be copied and pasted into 
Excel. Queries can be built and saved and shared to be accessible to lower user roles. 
 
Quick Search Menu 
One of the Quick Tabs, located across the top of ETO that is used to search and navigate to a 
participant’s or employer’s record for viewing or recording data. 
 
Quick Tabs 
The green tabs located along the top of the ETO screen that serve as a means for quick navigation of the 
system. 
 
Reason for Dismissal 
Drop-down menu field that is required to be completed when a participant is dismissed from an Office 
Location (program.) This component is populated from a feeder table and is customizable by 
Administrators. 
 
Reports- Insights 
A mini-graph that displays on a dashboard, an Insight provides at-a-glance information about 
TouchPoint outcomes (an element that is either numeric or a weighted list.) 
 
Reports- ETO Results Reports 
Web-intelligence reporting tools used to visualize and report on outcomes and other measures. 
 
These reports display in a typical reporting format that can be downloaded to other formats 
(e.g., Excel, PDF, and Word). 
 
Reports- Standard Reports 
A “pre-written” report included with ETO. Administrators have the ability to make these reports 
accessible to users. 
 
TouchPoints 
A touchpoint is an electronic form for collecting data in ETO. Data entered by participants and 
employers in Job Match is integrated in real time into ETO via touchpoint forms. Staff will also use 
touchpoints to capture data details for a variety of reasons, e.g., to record case notes, goal plans and 
progress, attendance, pre and post exams, as well as other types of information. All touchpoint data is 
reportable. 
 
User Account 
A unique login that is associated with a “User Role” and grants a user access to specific features and 
Office Locations in ETO. User Account credentials include a username and password. 
 


