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LearnYourWay Support Tasks Guide 

Answer and close a Help Ticket 

Reset a LearnYourWay course 

Unlock an exam after too many attempts 

Mark a lesson complete (“give admin credit”) 

 

Answer and close a Help Ticket 

Use the procedure below to answer and close a Help Ticket that has been assigned to you. 

1. Open the Help Ticket application and log on: 

https://helpticket.searshc.com/login/login_help.asp 

2. Go to the “My Tickets” section at the top and then click View on the right. 

 

https://helpticket.searshc.com/login/login_help.asp
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3. Read the “Detail Description” section.  Investigate and resolve the Ticket using the steps in this 

guide or from the support knowledge base. 

4. Click the Add resolution and close link in the “Actions” section at the top. 
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5. Type the resolution response in the Add Resolution text field.  Review your response for correct 

spelling and content accuracy. 

6. Answer the Ratings Questions.  For most Tickets, you should answer “Yes” for (1) and “No” for 

(2). 

7. Click Close ticket. 
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8. Your response will display in the “Ticket Comments and Log” section.   

9. Click the Inbox link at the top to return to the main Help Ticket page. 
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Reset a LearnYourWay course 

Follow the steps below if you are assigned a Help Ticket in which a user requests a course reset. 

1. Log on to LearnYourWay and click the Admin tab.  

2. Click the Users button. 

 

3. Enter user’s search criteria, and then click Search.  Search criteria can be either a full name or 

user’s 11-digit Employee Number. 
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4. Click the user’s User ID link in the Search Results at the bottom. 
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5. In the “Assigned Items” section, locate the course that the user is having trouble with and click 

the title.  Find the Object Details link beneath the title, which indicates the user has started, but 

not completed the course (course titles without an Object Details link have not been started by 

the user and do not need a reset). 
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6. Go to the Related section on the left and click Online Content. 
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7. Click and drag the small dots icon  to the left of one of the lesson titles just enough so that 

the Save button displays in the lower left corner of the screen.  Do not change the order of the 

lessons.  You just need to drag the dots a little bit to simply move them. 

8. Click Save when it displays. 

 

9. Click Yes in the Warning pop-up.   
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10. Navigate through the View Users to Reassign window until you find the name of the user you 

want to reset.  Click the Next/Previous links; or enter an exact page number in the Page field at 

the top and click Go. 

11. When you find the user’s name, click the Reassign checkbox next to his/her name and then click 

Finish. 
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12. Click the “X” icon in the upper right corner of the Confirmation window to close it. 

 

13. Go back to Help Ticket and send the following response, substituting the correct pronouns 

where appropriate: 

We reset the course for your associate, so he/she should be able to run it now. However, 

we recommend he/she only takes it on a Training PC from start to finish, or he/she risks 

getting the same error again (starting on a non-Training PC and then moving to a Training PC 

will not resolve the error). 

Also, please be aware that the Training PCs time out after just 2 minutes. If a course is 

longer than that, you have to move the mouse around *at least once every two minutes* to 

ensure that you do not get kicked out of LYW and lose your completion. The time-out is for 

security purposes. We are working with the support teams to increase this time-out limit. 

Please ensure your associates follow the tips at the link below when taking LearnYourWay 

courses: 

http://xxx.xxx.com/training/lyw_docs/TIPS_for_LYW_courses-

try_BEFORE_opening_Help_Ticket.pdf 
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Unlock an exam after too many attempts 

Sometimes LYW exams limit users to a specific number of attempts that they can make without passing.  

When users reach this limit, the exam “locks” and will need to be opened by an LMS Admin.   

1. Follow steps 1-4 in Reset a LearnYourWay course and then return to step 2 below. 

2. Find the “Learning Plan” section and locate the course that the user is having trouble with. Click 

the Object Details link beneath the title. 

3. Find the exam title and view the “Has Access” column.  If it says “No”, click the exam title’s link.   

For example, the exam title below is “Chainsaws and Blowers Post-Test” and its Has Access 

setting is “No”. 

 



LearnYourWay Support Tasks  13 

4. On the next “Object Details” window, click the Has Access checkbox (which will be blank if “No” 

displayed in the “Has Access” column in the previous window). 

 

5. Uncheck the Finished checkbox, if it is checked. 

6. Click Apply Changes. 

7. Send the following Help Ticket response: 

The system locked that course because your associate exceeded the allowable number of 

attempts without passing ([number] attempts).  We’ve unlocked the course, so he should be 

able to access it now.  However, the system will only allow ONE MORE attempt.  If he does not 

pass on this last attempt, the course will remain incomplete on his record.  
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Mark a lesson complete (“give admin credit”) 

IMPORTANT: Only give mark a lesson complete after you receive approval from the course’s business 

owner. Some businesses do not want associates receiving “admin credit” due to legal compliance 

reasons.   

1. Follow steps 1-4 in Reset a LearnYourWay course and then return to step 2 below. 

2. Locate the lesson in the “Learning Plan” section that you want to mark complete and click the 

Object Details link beneath its title. 

3. On “Object Details”, click the lesson title link. 
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5. On the next “Object Details” window, click the Complete checkbox and then click Apply 

Changes.  You will see today’s date/time display in the field next to it. 

 

6. Click the Return to Item Objects button at the top. 

7. If the course has multiple lessons listed, perform steps 4 thru 6 for each lesson. 

8. Once all lessons are marked complete, close the “Object Details” window. 

9. The course now shows “complete” on the user’s Learning Plan. 

 

 


