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BUSINESS BENEFITS OF USING AN LMS:
Before we explore the strategies that will help you maximize your Learning Management 
System (LMS), consider the numerous benefits of using an LMS, including the ability to:

Improve business/organizational results in key areas such as sales, customer 
satisfaction and business efficiency
Provide training at any time
Ensure the right training is available to the right people, and avoid unnecessary training 
Coordinate all training activities for each trainee
Reward and motivate trainees to take training
Document compliance with government regulations if needed
Motivate trainees to utilize training
Deliver training in a very cost-effective way

STRATEGIES YOU WILL MASTER READING THIS BOOK

IDENTIFY YOUR AUDIENCE & 
ORGANIZE YOUR LMS ACCORDINGLY

UNDERSTAND USER PERMISSIONS

LAUNCH LMS ENHANCEMENTS
PROACTIVELY

TRAIN ADMINISTRATORS
TO TRAIN NEW USERS

BUILD A ROBUST, SEARCHABLE
KNOWLEDGE BASE

PROVIDE GREAT USER SUPPORT



WHY ARE STRATEGIES FOR USING YOUR LMS IMPORTANT?

This is a fair question. You might be thinking that because your LMS was sold to you as a 
“turnkey solution” for all your training needs, all you need to do is plug in your computer, 
stand back, and let the magic happen. Your LMS will automatically enroll trainees, keep 
track of the courses they are taking, keep you informed on how they have performed 
on tests and more. Then, it will check up on your trainees in the months after they have 
completed their training, send them reminders to use what they learned, and generally 
make your whole training process automatic.

But the reality is that although your LMS is “turnkey” (it really is), it can only do wonderful 
things if you learn to use it correctly.

“Having a plan is 
critical to the success 
of your LMS—for your 
administrative duties 
and the user’s learning 
experience.”

- LAURA GRANATO
  DIRECTOR OF EDUCATION
  THE ENTREPRENEUR’S SOURCE

As an analogy, think about the GPS device you use 
when you drive your car. It is, quite literally, a turnkey 
device. But you cannot just go sit in your car, say 
“let’s go,” and have it read your mind and take you 
anywhere you want to go. (Not yet, anyway.) You 
have to know where you are going, understand the 
kind of route you want to take, and make other 
preparations and plans. 

So, there are plans and decisions to make, even 
though your GPS device is turnkey. And that is 
equally true of your LMS. Although it is powerful and 
packed with advanced capabilities, you will only get 
the most from it if you know what you are doing. The 
solutions and skills we will explore in this eBook will 
give you the knowledge you need. 

Are you ready to get much more from your LMS? Are 
you ready to enjoy the full benefits it offers? 

Then I invite you to turn the page, and let’s get 
started.



You have training content. You have people who you want to train. 

Can’t you just stand back and let people find the training they need and take it?

Maybe you could do that. But if you do, your training will quickly become random, 
disorganized, untrackable, ineffective and chaotic. Your LMS can prevent those bad things 
from happening. And good results depend on good organization. 

How do you start organizing your training materials so your trainees can get the most from 
your LMS?

Simple answer. Preplanning and organization. Start by considering and listing who your 
trainees are. If you are a retailer, for example, perhaps you have franchise owners, store 
managers, district managers, salespeople, technicians and others. List them.

Once you define who the users are, the next step is to organize your LMS into separate 
catalogs for each of those groups. 

In the background of this planning, it is wise to be thinking about the most important goals 
you have for your business and your organization. If you do, many of the smaller decisions 
you make as you plan your training will support that “big picture” of who you are and what 
you want to achieve. 

Upfront planning is critical.  That means mapping out how you want your curriculum to 
look and how you want it to operate. It can be very helpful to do what universities and 
colleges do when they organize their courses. Most often, they use a numbering system to 
name their courses. You can do the same for your catalogs, courses and content packages. 
Many small companies don’t plan this kind of nomenclature effectively. The result is 
that as they grow, they must reorganize and regroup their training materials. And those 
complications can be prevented by simply planning ahead. 

POWER STRATEGY ONE:
UNDERSTAND YOUR AUDIENCE & ORGANIZE YOUR LMS



WHO WILL HAVE ACCESS 
TO YOUR CATALOGS?

After defining who your groups of trainees are, the next step is to think 
about who should have access to the different catalogs, and how they 
can access the training materials in them.

You can, for example, give only certain people access to certain catalogs. 
Your salespeople, for example, might not be able to access the training 
materials that will be used by store managers. In other words, certain 
catalogs are restricted, which means only certain employee groups can 
access them. 

To look at this from the opposite perspective, certain groups of 
employees have open access to certain catalogs, and not to others. 
Salespeople or district managers, for example, might have unlimited 
access to certain catalogs. And they might not have access to other 
catalogs and content. 

Furthermore, you might choose to allow members of specific groups to 
self-enroll in courses that are contained in specific catalogs. You might 
decide, for example, to allow all your store managers to self-enroll in any 
of the courses in the catalog you have set up in your Manager Training 
catalog.

Another thing to consider: if you have specific training for upper-level 
executives and leaders, that will belong in a separate catalog, too. Only 
executives at those high ranks will be allowed to self-enroll. 

That’s your first Power Strategy. To summarize, you need to know who 
your trainees are and organize your content catalogs for them.



Power Strategy Two is about setting up your LMS to allow users different levels of 
authority to organize, edit and grant permission to use your content. 

Virtually all LMS systems allow you to set up different permissions levels for different users. 
That is good, but you can’t just allow all users to decide how much leeway they have to 
exercise control over the content. Think about different levels of authority, make some 
decisions and organize how permissions will be granted. Here are some best practices that 
you could decide to use.

Entry-level trainees (the most basic access level) can enroll in certain classes. But they 
have no administrative access to catalog content—that’s another way of saying that 
they can only take courses, but not design them, decide who should take them, etc. If 
you are a retailer, one example of entry-level trainees might be your salespeople. 

Group administrators have more access to your content than entry-level trainees. 
What can they do? That is up to you. Depending on the nature of your training 
content and your objectives, you might allow them to decide who will be allowed 
to enroll in training contained in the different catalogs. If you are a retailer, your 
group administrators might be your store managers. They can decide which of their 
employees should be enrolled in different training programs. They might even be able 
to upload certain materials, like videos, into the catalogs. But they do not have the 
same kind of full access as the members of the following group.

Super administrators have full administrative access to everything in your LMS. They 
can monitor who is taking your courses, who is completing them, and possibly upload 
and edit course content. To use the retail example again, super administrators might 
be regional supervisors who are responsible for what is happening in dozens of stores 
that are located within specific geographical areas. Or, they might be managers in 
headquarters who are charged with the responsibility of supervising your training 
activities.

To summarize, think about everyone in your organization and consider the kind of access 
they should have to the content of the different training catalogs. The good news is your 
LMS almost certainly offers ways to set up and control permissions. 

POWER STRATEGY TWO:
UNDERSTAND HOW USER PERMISSIONS WORK



If you have ever been an administrator for an LMS, you know they are always being 
improved and enhanced with new features. 

It is good to continually improve business systems, but change is not always easy or 
smooth. For LMS administrators, questions like these often arise after changes have been 
made: 

“This feature worked perfectly yesterday . . . why did they change it?”
“I found instructions online on how to upload a video . . . but those instructions have 
not been updated and don’t work with the revised system.”
“My trainees are asking me questions I knew how to answer yesterday . . . today, I am at 
a complete loss.”
“They reorganized the user profiles for everyone . . . why?”

This helps explain why if you are an LMS administrator, it is very important for you to: 

Test and understand new features, so you are an expert. 
Back up training materials and records safely, in case problems occur.
Be proactive and announce new features instead of waiting for your users to discover 
them. 
Communicate early and clearly with users about changes, using articles and clear 
explanations.

The more you get ahead of change, the fewer support tickets you will need to deal with in 
the days after updates are put into effect. Everyone, including you, will be less frustrated, 
and training will continue smoothly. 

POWER STRATEGY THREE:
LAUNCH LMS ENHANCEMENTS PROACTIVELY

“We want to be sure we 
provide the most up-to-date 
and efficient training tools 
as possible. As soon as an 
enhancement comes out, I 
ensure my team has a group 
call with Tortal so we can 
immediately begin using it.”

- CINDY MEISKIN
  VICE PRESIDENT OF BRAND
  EXPERIENCE
  HAND AND STONE FRANCHISE GROUP



How can you avoid problems like this? Start by training 
system administrators to know exactly what they need 
at their level to address the training needs of the people 
they supervise. Also, when new managers are hired who 
need to know how to serve as LMS administrators, make 
training them a top priority.  

Good user training is accomplished 
by using screen sharing and guiding 
the user through the features of the 
system. You always want the user to 
be moving the mouse, and the trainer 
to be instructing how users can access 
important features.

POWER STRATEGY FOUR:
TRAIN ADMINISTRATORS TO TRAIN NEW USERS

“It provides learners with 
autonomy to explore 
topics they’ve been 
assigned to, as well as 
other topics that are of 
interest to them.”

- JENNIFER MORGAN
  TRAINING AND DEVELOPMENT 
  PROJECT MANAGER
  FIREHOUSE SUBS HQ

You cannot be the only person in your organization who understands how your LMS works. 
Nor should you be the only person who understands the “nuts and bolts,” such as how 
employees at all levels can enroll in training and get started.

This is another way of saying, there need to be more than a few people in the company 
who understand everything about the LMS. Knowledge must be distributed appropriately 
through your organization. 

In a retail business where you have 50 stores, for example, it might make sense to have 
your store managers act as super system administrators who understand how to sign up 
and counsel their employees to begin training, how to use the catalogs you have set up, 
how to edit restricted catalogs where they have permissions, how to monitor training and 
use other features they will need your LMS to perform.

Unfortunately, it’s very common for the training of new users not to happen. This can 
happen when the training administrator is too busy to monitor training activity. It can also 
happen when the administrator assumes that people don’t really need training, because 
the concepts to be taught are simple. The fact is, training up-front will save you, the 
administrator, immense amounts of time, because you will not have to deal with questions 
and problems from users who don’t know how to use the system. Furthermore, without 
proper training, the trainee is less likely to utilize the system. To receive the most benefit 
from an LMS, it is, therefore, very important to be proactive.

It is critical to train the trainers, and to be diligent and make sure to train the people in the 
skills and procedures they need to use your LMS at their level of authority. If you don’t use 
this Power Strategy, you will encounter a lot of problems. One is that enrollments won’t be 
correctly managed, which will lead to considerable frustration. 



It’s very important to create a searchable library of articles, videos and tutorials that users 
at all levels can access on their own when they have questions or encounter problems 
taking courses or using your LMS. 

Why is it so important to build a knowledge base trainees can access? Consider the 
alternative, which is for users who encounter problems to call you up or file a support 
ticket. As you have noticed, in many systems it can take up to 24 hours for a user’s support 
ticket to get answered. And while a user is waiting for an answer, his or her training stops, 
and frustration grows. 

In addition to creating sources of information on how to correct common problems, also 
consider offering a variety of training guides that can include . . . 

“How to Set Up Your Computer for the Best LMS Experience”
“How to Troubleshoot Slow Internet Speeds and Other Problems”
“How to Clear Your Cache”
“How to Enroll New Users in Training”
“How to Monitor Your Trainees’ Progress”

Since launching our knowledgebase at Tortal, our overall percentage of incoming tickets 
has decreased. And, with being able to refer users to existing resources, we have also 
decreased the time it takes for our support team to respond to and process incoming 
tickets. It’s made a huge difference.

POWER STRATEGY FIVE:
BUILD A ROBUST, SEARCHABLE KNOWLEDGE BASE



PROVIDE GREAT USER SUPPORT
As this guide ends, I would like to share one more Power Strategy with 
you. If you use it, it will improve the benefits you will enjoy from applying 
all the Power Strategies you have discovered in this book:

Provide Great User Support to Everyone Who Uses Your LMS

Remember, the users of your LMS want the experience of interacting 
with a human being who understands their questions and responds 
promptly and enthusiastically. When your company personnel 
experience that level of user support, you will enjoy good “word of 
mouth” that will influence everyone to want to use your training, to 
introduce it to other people, and more.

Providing great support is just that important. If you make it your first 
priority, it will pay you back in unexpected and powerful ways. 

As an administrator, you are the leader/cheerleader of your LMS. That 
positive attitude will help you provide great support. 

LET’S TALK
We are passionate about learning. If you would like to talk about your organization’s 

learning needs or evaluate Tortal’s Learning Management System, have a 
conversation with one of our Learning Strategists.

Our only goal is to make you a learning hero.

Tortal Training
(704) 323-8953
info@tortal.com
www.tortal.com

© Copyright 2019 Tortal Training



Assessment
An assessment is a tool an admin can use to create a group of questions that can be graded and 
implemented into a course. 

Built-In Authoring Tool
This built-in software allows administrators to create learning objects (also called lessons) by uploading 
various non-SCORM content. Acceptable file formats include: pdf, .doc, .docx, .ppt, .pptx, .xls, .xlsx, .jpg, 
.jpeg, .png, .gif, .bmp, tif. mp4, .mpeg, .ogv, .webm, .mov and .3gp.

Catalog
A catalog is a container holding one or more courses or subcatalogs. Catalogs can be organized based on 
groups and can be restricted to prevent access by unauthorized users. 

Certificate
A certificate is a save-able, printable document containing a certified statement showing completion of a 
specific course. 

Coupon Codes
Coupon codes work with eCommerce options to provide flat-fee or percentage-based discounts off the 
price of courses. If your LMS has paid courses available to learners, an LMS administrator can set up and 
share coupon codes with learners – for example, $5.00 towards enrollment fee, 50% off enrollment fee or 
complete removal of registration fee when the code is entered. 

Course
A course is a content package that consists of one or more learning objects, which may be SCORM-based 
or self-authored content.

Course Authoring Tool
The Course Authoring Tool is a feature that allows an admin to create learning objects using existing 
content without the need for SCORM formatting or authoring expertise. (See also “Built-In Authoring Tool”) 

Course Materials
Course materials are supplementary files administrators may attach to courses to augment the course 
content. 

eCommerce Support
eCommerce implementation allows a company to sell their course content to learners within the LMS using 
PayPal or Authorize.net processing. eCommerce functionality also includes a payment gateway and sales 
tracking integration. 

Enrollment
An enrollment is when a user is assigned a course or several courses to complete.

GLOSSARY: 
TERMS RELATED TO TORTAL’S LMS



Evaluations
Evaluations may be used to create a group of questions that learners can answer upon completion of a 
course. Evaluations can be combined with SCORM learning objects within a course and must be completed 
for the course enrollment to be considered complete. A common use of an evaluation is to ask the learner 
their thoughts on the course they just completed.

External Course History
The external course history feature allows an admin to enter training that was completed outside of the 
learning management system. Once the external course details have been entered into the LMS, the training 
will be considered a completed enrollment for that learner.

Group Admin Access Level
By default, users with group admin access have permissions specific to groups, which are usually assigned 
by the Super Admin. Group admins do not usually have permissions to upload and/or edit courses, learning 
objects, catalogues, etc. However, they can manage the accounts for members of their groups. Some 
common group admin functions include adding users, editing users and enrolling users into courses.

ILT – Instructor Led Training
Instructor Led Training is when a group of people gather in a physical space for live training led by an 
instructor. ILT can also reference training within a virtual classroom. The ILT feature within Tortal’s LMS 
allows for creating classroom sessions, tracking enrollments, roster management, waitlists, tracking 
attendance, grading learner’s performance and more.

Internal Course History
The internal course history feature allows an admin to instantly add a course within the LMS to a learner’s 
completed enrollments. This is commonly used when training is done in person, usually in a class 
environment. This feature allows an admin to easily mark that course complete for all attendees. 

Knowledge Base
A knowledge base is a collection of how to articles, trouble-shooting guides and webinars that are intended 
to educate users on how to use the learning management system. The web address for Tortal’s knowledge 
base is - https://support.tortal.net.  

Learner
A learner is a person who accesses the LMS for learning purposes. 

Learning Object
Learning objects are what people view to learn. Some examples of learning objects include SCORM, video, 
PDF, images and Microsoft Office Documents. 

Lesson
A lesson is a learning object within the LMS. Learning objects are what people view to learn. Some 
examples of learning objects include SCORM, video, PDF, images and Microsoft Office Documents. 

GLOSSARY: 
TERMS RELATED TO TORTAL’S LMS



LMS
LMS stands for Learning Management System, a website that hosts educational or training content for 
students and/or employees and manages all elements of tracking, reporting, and accessibility.

Permissions
Permissions are a way of defining what functions users can and can’t do within the LMS.

Reporting
Reporting is a feature that allows a user (usually an admin) to easily reference the LMS database for 
specific information. Some common reports include recent user activity, completed enrollments, overdue 
enrollments, certificate data, list of users within a specific group and overall user enrollment history. 
Preformatted and custom-filtered reports are available for printing, download and emailing to other users. 

Responsive Design
Responsive design allows for the LMS to display correctly on various devices by moving the content based 
on specific breakpoints defined by the user’s device. Some devises include a desktop computer, laptop, 
phone and tablet. 

Restricted Catalog
A catalog that can only be viewed by giving specific groups permission.

SCORM
SCORM is a learning industry authoring model standard that dictates how to create content so that it can 
be uploaded and used in SCORM-compliant Learning Management Systems. SCORM is the most common 
type of learning object.

Self-Enrollment
Self-Enrollment is an option that allows learners to enroll themselves into a course, as opposed to an 
administrator enrolling the learner.

Session (Instructor Led Training)
A session is a live event that directly relates to the instructor led training feature. Every ILT event needs 
at least one session set-up in the LMS. Learners register for sessions like they would register for a live 
classroom event. Sessions can be managed by super admins or a user with specific permissions.

Standard Learner Access Level
A user with Standard Learner access has no admin permissions. Their main actions in the system are to 
complete enrollments. 

Super Admin Access Level
By default, users with super Admin access have all permissions within the LMS. Some common group 
admin functions include creating courses, managing group admins, setting up catalogs, running reports and 
overall management of the LMS.

GLOSSARY: 
TERMS RELATED TO TORTAL’S LMS



Training Calendar
The Training Calendar is a feature that displays upcoming instructor-led training sessions and due dates for 
a user’s current enrollments. When enabled, the calendar is displayed on the Training and My Information 
pages.

Transcript
A transcript is a list of all course completions for a learner. Transcripts can be printed and/or exported to a 
.CSV file.

User
A user is anyone with a profile within the LMS.

GLOSSARY: 
TERMS RELATED TO TORTAL’S LMS


