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Checking Course Completion 

If the LMS will not allow you to move forward to the next module, it is likely that the LMS timed out 

in the background due to inactivity (Check Completing Courses for more information). To check 

where you last stopped receiving credit, you should open the Table of Contents (TOC). To check 

where you last stopped receiving credit, you should open the Table of Contents (TOC):  

1. If you are currently logged into the LMS, log out of the LMS.  

2. Clear the cache and cookies in the browser before logging into the LMS. 

3. Log into the LMS and reopen the WBT.  

4. On the bottom right, click the TOC button to open the Table of Contents: 

 

Scroll through the Table of Contents and make sure each slide is marked as complete. If 

there are unmarked slides, this means that the LMS did not track your progress through 

the course, and you cannot move forward. You will need to continue through the rest of 

the module and retake the assessment to get the module to show as “complete”. 

 

5. For a module to be considered complete by the LMS, you must complete all slides, 

pass the assessment, and complete the survey. 
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• After your CalSAWS credentials have been authenticated via the process below, your 

CalSAWS password will expire every 60 days. It is up to you to reset your password.  

o As the 60-day expiration date approaches, you will receive multiple emails from 

support@login.calsaws.org informing you that it is time to reset your password. 

Users will receive an email on the 45th day as a reminder to reset the password 

and will get an email every day beginning at day 55. You have two options to 

reset your password:  
1. Check your inbox to retrieve a unique link to reset your password. Please 

follow the instructions provided in that email to reset your password.  

2. Reset your password by navigating directly to 

https://id.calsaws.net/#/passwordreset.   

• Note: Please do NOT use this link to reset your password if you 

HAVE NOT successfully logged in to the CalSAWS LMS. 

o Once you reset your password, you will retain an active status in the CalSAWS 

System. Moving forward, you must update your CalSAWS password every 60 days 

for security purposes. The automated email notification will follow the same 

frequency listed above. 

o If you do not update your CalSAWS password within the 60-day expiration 

window, your account will be inactivated. If this happens, your delegated admin 

team will need to reset your account to active, which will allow you to reset your 

password and login. 

o If there are 3 incorrect password entries, you will be locked out of your account. If 

this happens, you can wait 30 minutes for account to be reactivated or reach 

out to your delegated admin to reset account to active.  

• If you have logged in to any of the Systems below, please enter your username (i.e. 

County e-mail address) and your CalSAWS password. 

o OCAT (Online CalWORKs Appraisal Tool ) 

o CalSAWS Child Care Portal 

o CalSAWS ServiceNow 

o Note: For users with accounts for any of the Systems above, you must follow the 

CalSAWS Credentials Access Instructions to access the CalSAWS LMS. You should 

use your username (i.e., County e-mail) and CalSAWS password.  

▪ After you authenticate your CalSAWS credentials for the LMS, you will be 

able to use a single set of credentials for all CalSAWS System applications, 

including those listed above and the CalSAWS LMS 

• If you participated in User Acceptance Testing (UAT), you will enter your username (i.e. 

County e-mail) and your CalSAWS password when logging in to the CalSAWS LMS for the 

first time. 
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Please Note: The WBT window will not close when the LMS logs off due to inactivity. If you 

complete the WBT slides while logged out of the LMS, the LMS does not recognize course 

completion. You will have to retake the course and the assessment. 
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How to Submit a ServiceNow Ticket for LMS Issues and Questions 
If you are having issues with the LMS or have questions about the CalWIN Migration Training 

Materials, please submit a ticket through your current Help Desk procedures. Starting April 3, 

2023, you can also follow the instructions below to submit a ServiceNow ticket:  

1. Go to  using either Chrome or 

Edge. 

2. Log In with your CalSAWS credentials. Please see CalSAWS Credentials Access Instructions if 

you have not logged into the LMS. 

3. Click on Report an Issue.

 
 

4. The Report an Issue form will display. Submitting this form will create a ticket called a 

ServiceNow case. 
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5. Populate the End User Information Section: 

 

 

a. Email – Enter the email address of the affected end user.  

i. If this email matches an existing person record in ServiceNow, the 

remaining fields will auto-populate with their information 

ii. If this email does not match an existing person record in ServiceNow, 

populate the following fields: 

1. County – Enter the county of the affected end user 

2. End User Classification – ServiceNow will auto-populate this field 

3. First Name and Last Name – Enter the First and Last Name of the 

affected end user  

4. Location Information / Phone – Enter the phone and office location 

information of the affected end user if applicable  

b. Watchlist – If there is any person who would like to receive automatic email 

notifications from ServiceNow about this ServiceNow case, enter their email 

address(es) here. For multiple people, separate the email addresses by a comma 

i. If you are reporting the issue on behalf of someone else and the affected 

end user would like to receive email notifications from ServiceNow about 

their ServiceNow case, enter their email address in the Watchlist. 

Note: If you are reporting an issue for yourself, after you submit the ServiceNow case, your name 

will appear in the Watchlist field instead and the Affected End User field will appear blank.   
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If you select Access Issue for Category (Level 2), you are required to select a value in Category 

(Level 3) as well: 

 

10. Click the Submit button on the right side of the page to submit the ticket. 

 
11. Once you submit the ticket, you will receive an automated email notification to confirm the 

receipt of your ServiceNow ticket, which will include a hyperlink for easy access to the ticket. 

The ticket will be assigned to the CalSAWS Training Team and, depending on the complexity of 

your ticket, you should expect a response within 2-3 business days.  
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Checking for Updates and Staying Informed 
You can view a submitted ServiceNow case in the Service Portal to check for updates. In 

addition, ServiceNow automatically sends email notifications for certain updates to a ticket.  

• You can view submitted ServiceNow cases on the Service Portal by going to the Cases 

link in the top navigation  

 

• Activity Section  

Additional comments posted by the group(s) triaging the issue can be viewed in the 

Activity section of the ServiceNow case. You can also post a comment on the ticket from 

the Activity section to provide additional information if needed. 

 

 

• Automatic Email Notifications  

ServiceNow automatically sends email notifications to person(s) associated to the 

ServiceNow case for certain updates. 

When an additional comment is added to a ServiceNow case, the people that have 

been added to the Watch list and the person who submitted the ServiceNow case 

receive an email from ServiceNow with the comment. 

When a ServiceNow case is resolved, the people in the Watchlist and the person who 

submitted the ServiceNow case receive an email from ServiceNow alerting them that the 

issue was resolved, including the resolution notes.  
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Reopening a ServiceNow Case 
When a ServiceNow case has been resolved, the person who submitted it can reopen it within 

15 calendar days if the same issue persists.  

After 15 calendar days, if a resolved ServiceNow case has not been reopened it will move to 

Closed state and can no longer be reopened. A new ServiceNow case must be submitted for 

the issue. 

1. To reopen a resolved ServiceNow case, click the Reopen button.  

 

2. The window below will appear. Enter the appropriate Reason and Justification and click 

Submit.  

 

 

 




