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This list of frequently asked questions will help you navigate iLearn+. Please note that your 

iLearn+ may look different depending on your organisation. However, the basic functions will work 

in the same way. Please click or tap the questions below to go straight to that answer. 
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Section 1: Logging in to iLearn+ 

How do I set up a new account? 

How you request an account will depend on the type of user you are, as described below. 

Permanent Hertfordshire County Council Staff (non-schools)  

You will have an iLearn+ account created automatically for you. This will be linked to your 

personnel number and created shortly after you have been set-up in SAP. You or your line 

manager should receive an email containing your login details. 

All Other Users (including Hertfordshire County Council Temporary Staff) 

You will need to request an iLearn+ account by filling in this online account request form. It can 

also be found on the iLearn+ login screen, just select “Create new account” on the iLearn+ log in 

page (picture below). 

 

When completing the form, please ensure that you enter all the details fully, or your request will be 

delayed. Remember to click or tap “Request account” at the end of the form.  

https://hertfordshire.learningpool.com/login/signup.php?
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Shortly after submitting your request, you will receive an email, with a link to confirm your email 

address. Please ensure you do this, as we will use this address to contact you regarding your 

application. Please check your junk and/or spam folder if you are having trouble locating the email.    

Once you have confirmed your email address, our team will review your request. We aim to 

respond to your request within 24 hours. If your account is approved, you will receive an 

automated email containing your login details. 

How do I set or update my iLearn+ password? 

New accounts 

When you get a new iLearn+ account, you’ll be sent a temporary password, which you’ll have to 

change the first time you log in. When you try to access the site, you will see a screen which asks 

you to enter your current (temporary) password, then set a new password and confirm that new 

password before saving the changes.  

 

Please make sure that you choose a password that is secure but memorable to you. It must 

contain at least: 8 characters, 1 digit, 1 lower case letter and 1 upper case letter.  
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Automatic login users 

You cannot change your iLearn+ password as your account uses ‘Single Sign-On’. This means 

that you should not have to enter your username and password once you have logged into a 

Hertfordshire County Council device.  

All other Users  

If you are not a new user or automatic login user and want to change your iLearn+ password, 

follow the instructions below for a forgotten password. This will send you a link to set a new 

password. 

What login option should I use? 

There are two login options for iLearn+, “Automatic Login” and “Manual Login”. The “Automatic 

Login” option (top green box) is only available for selected users. Generally, to use the Automatic 

Login option, you must: 

1. Have a Hertfordshire County Council (HCC) email and network account. 

2. Have only one HCC personnel number.  

3. Have worked for HCC for over 2 months. 

4. Not work in a school or temporary position. 

If you satisfy these criteria and can’t use the “Automatic Login” option, please contact 

ilearn@hertfordshire.gov.uk to check if you are eligible.  

All other users should use the “Manual Login” option (bottom purple box), where you must enter 

your iLearn+ username and password. 

What if I’ve forgotten my username? 

For all Hertfordshire County Council (non-schools) and Hertfordshire Catering Ltd employees who 

have a personnel number, your username will usually be your personnel number. For Watford and 

Three Rivers users, your username will usually be your personnel number preceded by either w3r- 

trc- or wbc- depending on your service.   

mailto:ilearn@hertfordshire.gov.uk
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For all other users (including schools), your username will usually match your name in the format 

“firstname.surname” (all lower case). For example, john.smith. 

If you have tried these options or usually use the “Automatic Login” and still cannot log in, please 

email ilearn@hertfordshire.gov.uk or call 01992 555557 (option 5) Mon-Fri between 9am and 4pm 

for support. 

What if I’ve forgotten my password? 

Please use the forgotten password link. You can also find this by selecting the “Manual Login” 

option on the iLearn+ login screen, then selecting the “Forgotten your Username or Password?” 

link. This will send a secure password reset link to your email address.  

Please note that this can take a few hours to come through, and you may need to check your 

spam/junk folders. If you don’t receive the link within 24 hours, your email may not be associated 

with your iLearn+ account. In this case, please email ilearn@hertfordshire.gov.uk or call 01992 

555557 (option 5) Mon-Fri between 9am and 4pm for support. 

What if I don’t have an email address? 

An email address is required for an iLearn+ account. If you don’t have a business email address, 

we can use a personal email address. In exceptional circumstances, we can create a dummy 

email address for your account. However, it is preferred that you provide an email address, so that 

you still receive system notifications such as forgotten password emails, workshop confirmation 

emails etc. 

For new users without an email address, their temporary login details will be shared with their 

manager.  

Can I access iLearn+ at home or on a non-HCC device? 

iLearn+ is a website so is available from any computer, laptop, tablet, or smart phone that has an 

internet connection. The web address is https://hertfordshire.learningpool.com. 

If you usually use the “Automatic Login” option then you will still need to select this box. However, 

you will then be asked to enter your HCC email address and your HCC network account 

mailto:ilearn@hertfordshire.gov.uk
https://hertfordshire.learningpool.com/login/forgot_password.php
mailto:ilearn@hertfordshire.gov.uk
https://hertfordshire.learningpool.com/
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password. The screen you are shown will look similar to the below, and provides guidance to help 

you enter your details correctly. 

 

Section 2: Finding and Sharing Learning 

How can I find a course on iLearn+? 

If you are looking for a specific course on iLearn+, please use the search functions, found on the 

task bar at the top of the screen. Either use the “Find Learning” drop-down to search for specific 

courses, programs, or certifications, or the “Course Search” box.  
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Note that iLearn+ searches course names and keywords. Therefore, it is important that you are as 

specific as possible. Searching for broad terms (for example ‘safeguarding’), will return many 

results.  

 

You can also view available eLearning and workshops from the dashboard options on your Home 

Page. Dashboards will be different depending on your employer and type of account you have, but 

all allow you to navigate through iLearn+ categories to find the learning you want. 

How do I see a list of the learning I’ve enrolled on or completed? 

Select “My Learning” from the task bar at the top of iLearn+, then select “Record of Learning”. 

Here you can view all the “Courses” you have enrolled on, along with their completion status and 

where applicable, their completion date/previous completion dates.  

 

If the progress shows as “See course criteria” this means that the course does not record 

completion dates. Any other courses will show as 100% when fully complete. If they do not show 

as 100%, this means that you have not yet completed all the learning activities needed to 
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complete the course. You can click or tap on the “Course Title”, to navigate to the course and 

complete any outstanding activities.  

Depending on your account type, you may also be able to see: 

• “Programs” - holds programs of learning, for example an induction program. 

• “Other Evidence” – if you wish, you can upload evidence here for learning you have 

completed outside of iLearn+. 

• “Certifications” – holds courses which are mandatory and need to be refreshed on 

specific schedules. 

How do I see a list of outstanding learning?  

You can view your outstanding learning from the “My Learning” drop-down on the main task bar 

within iLearn+. This drop-down will show two options if you have required learning outstanding, 

“Record of Learning” and “Required Learning”. “Record of Learning” is always shown and lists all 

the learning you have enrolled on, along with its completion status. “Required Learning” will only 

show incomplete courses which are mandatory to complete. “Required Learning” will only show if 

you have mandatory learning to complete.  

 

Note that your manager or local Learning and Development team may require you to 
complete other learning in addition to your “Required Learning” shown in iLearn+.  

How do I share a course from iLearn+? 

If you want to share a course with a colleague or staff member, first find the course you wish to 

share. Then copy the URL (the course page address) at the top of your internet browser, this can 
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be shared by email or message. Some courses will also provide a “Share” button at the top of the 

course page, this will launch an email with the URL already embedded.    

 

Note that not all users have the same access to the same courses within iLearn+. Therefore, 

please don’t share iLearn+ courses with contacts outside of your organisation as they may not be 

able to view the content.   

Section 3: Course Content and Enrolment 

How do I enrol on a course? 

You should only enrol on a course when you are sure it is suitable for your needs. This is 

especially important if the course has a cost associated with it. If there is a cost, you should only 

enrol on the course when you are ready to pay, so must have had the spend agreed by your line 

manager or appropriate budget holder. 
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Once you are happy that you should be enrolling on a course, there are a few different ways to do 

this. The enrolment method will depend on the type of course and how the relevant Learning and 

Development Team has set it up (please see notes below). 

Self enrolment – before accessing full course content. 

When you try to access a course in iLearn+ you may see a pop-up like the below. This shows a 

brief overview of the course, including who it is aimed at and what the course covers. If you wish 

to enrol on the course, all you need to do is click or tap the “Enter” button under the heading “Self 

enrolment (Learner)”. This will enrol you on the course, creating an entry in your record of learning 

and allowing you to begin your learning. 

 

Self enrolment – after accessing full course content. 

Some courses in iLearn+ will allow you to view the full course details before you have to enrol 

(example below). In this case, you can review the content on the page, but you will not be able to 

interact with it (for example you won’t be able to view eLearning), before you enrol.  

Once you’ve reviewed the course content, agreed any spend (if there is a cost associated with the 

course) and are happy that the course will meet your needs, you can click or tap “Enrol”. This will 

enrol you on the course creating an entry in your record of learning and allowing you to begin your 

learning. 
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If you see a padlock over content on the course page, or a message suggesting you need to enrol, 

it just means that you haven’t pressed the “Enrol” button. Once you have successfully enrolled, 

you will no longer see the “Enrol” button. 

Automatic Enrolment 

For some courses, you’ll be automatically enrolled. These are generally mandatory courses or 

courses which make up part of a program of learning. You’ll be able to see if you have been 

automatically enrolled on a course (and why) from the green message at the top of the course 

page (example below).  
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How do I know what I need to do to complete the course? 

If you are unsure what you need to do to complete a course within iLearn+, you should first 

carefully read the course text. The course text will define what activities you need to do to 

complete the full course. This could be completion of eLearning, attendance at a 

workshop/facilitated session, an assessment, or several other activities.  

In this example (below), we can see that the eLearning module must be completed first, then the 

assessment must be completed, with a pass mark of at least 80% to complete the course.  

 

You may also notice a “COURSE COMPLETIONS STATUS LIST” on the right-hand side of the 

course page. This highlights the activities which must be completed to complete the course. In the 

above example, it is showing that you must complete the assessment (which is only available 

once the eLearning is completed). Since there is a red cross showing next to the assessment 

activity, this means that it has not been completed and therefore the course will not show as 

complete.  

In some courses, you will see multiple items within the “COURSE COMPLETIONS STATUS 

LIST”. In this case, it is important to take note of the wording above the activities. In the example 

below, you can see that: 

1. The list on the left specifies “any” criteria are required. This means that as long as one of 

the activities is complete, the course will record as fully completed. None of the activities 

have been completed, so the status is 0% complete. 

2. The list on the right specifies “all” criteria are required. This means that all learning 

activities must be completed to complete the course. All of the activities have been 

completed, so the status is 100% complete.   
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Activities listed in the “COURSE COMPLETIONS STATUS LIST” are also hyperlinked. This 

means you can click the activity to load and complete it. This is useful if there are many activities 

on a course page and you are struggling to find the one you have missed.  

How do I give feedback on the course? 

It’s very important to gather feedback on the courses within iLearn+ so that they can be improved 

for future learners. Once you’ve completed your course, you can submit feedback by selecting the 

‘Rate courses’, ‘Feedback’, or ‘Evaluation’ activities in the course page. 

 

By selecting these activities, you’ll be transferred to a questionnaire similar to the below (the 

questions will change based on the type of course you are evaluating). Here you’ll be able to 

evaluate the course and provide any additional feedback you have. 
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If you’ve attended a workshop/facilitated session, you may receive an email asking you to 

complete your evaluation. This email will contain a link which will take you to a similar evaluation 

form in iLearn+. 

Important note: some Learning and Development Teams prefer to complete evaluations outside 

of iLearn+. So, you may be asked to complete your evaluation through ‘Smart Survey’ or another 

external survey provider.  

Who do I need to contact about the course content? 

If you have found an issue with content on iLearn+, or believe the content needs updating, you 

can include this as part of your evaluation (see previous section). If you prefer you can email your 

comments directly to the relevant Learning and Development (L&D) or Training Team.  

If you are unsure which L&D team owns the course content, you should first check the page 

content. This will often show you which team owns the course (HR L&D in the example below), 

along with their contact details. 
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If you can’t see who owns the course from the course page content, you can check the 

breadcrumb links at the top of the course page. These will often point you to the team who owns 

the content. In the below example it is the Children’s Services L&D team.  

 

If you still aren’t sure who own’s the content, email: ilearn@hertfordshire.gov.uk with the course 

details.  

 

Section 4: Completing eLearning 

How do I find the eLearning module? 

eLearning can form part or all of a course within iLearn+. There may be multiple eLearning 

modules within one course page that you need to complete. To find the eLearning, you must first 

find the course and enrol on it (see contents page for help on this). Once you are enrolled in the 

course, you will see the eLearning module within the course page. Depending on your 

organisations set-up, the eLearning may look like a tile or just a hyperlink within the course page.  

Why does the eLearning show a blank page or refuse to open? 

Pop-ups 

To access the eLearning modules on iLearn+, pop-ups must be enabled on your browser. You will 

either need to: 

mailto:ilearn@hertfordshire.gov.uk
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• Disable pop-up blockers in your internet browser or 

• Allow pop-ups for the web address https://Hertfordshire.learningpool.com.  

Blank screen 

If you see a blank screen when you try to access eLearning, this is an indication of a loading or 

network error. This is usually due to your device, internet connection or browser. To fix this issue 

please try one or all of the following: 

• Try a different device (PC, laptop, tablet, mobile). 

• Try a stronger, more stable internet connection. 

• Try restarting your router. 

• Update your browser to the latest version. 

• If using Internet Explorer, switch to a more up to date browser such as Edge, Firefox, Safari 

or Google Chrome. 

Note: Hertfordshire County Council device users will only have access to Microsoft Edge.  

Support 

If you are on the Hertfordshire County Council network but unsure how to use Microsoft Edge, or 

need help with allowing pop-ups, please seek guidance from your line manager or the ICT 

Technology Hub. 

If you are a user from another organisation, please contact your local ICT department for help with 

your browser or pop-up settings.  

Why isn’t my eLearning showing as complete? 

Generally, when eLearning isn’t showing as complete, it’s because the user has missed a section 

of the eLearning that they need to interact with. Be sure to work through the eLearning, carefully 

reading and following the instructions given. If you are still having trouble completing the 

eLearning, try the steps below. 

https://hertfordshire.learningpool.com/
https://hertscc365.sharepoint.com/sites/TechnologyHub
https://hertscc365.sharepoint.com/sites/TechnologyHub
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Check if the eLearning activity is ticked. 

When you have successfully completed the module, a tick will appear in the circle next to the 

eLearning module. This may show slightly differently depending on how the eLearning module is 

displayed, but you will always see a tick if the module is complete (examples below). 

  

Check each section within the eLearning module is complete. 

If you think you have completed the eLearning, but it is not showing as ticked; load the eLearning 

module and check the module homepage. Each of the sections in the eLearning module has a 

progress bar. If the progress bar is not full, the section is incomplete. In the example below, you 

can see that the introduction section is the only one that is fully complete.

 

There are different styles of eLearning within iLearn+, however they should all have progress bars 

available. Another example of a different type of progress bar is shown below. 
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If you have incomplete sections on your eLearning, click or tap on that section to complete the 

missing elements. See the following section, to help identify what you’ve missed. 

Check which interactive elements are incomplete. 

In each section of the eLearning, you’ll see a progress bar at the top of the page. If the bar is not 

full, it means that you have missed some interactive elements on the page. If you click or tap on 

the progress bar, a side menu with a breakdown of activities will appear, showing you what you 

have missed: 

 

In the side menu, you can click or tap on each incomplete (unfilled) section to go straight to that 

activity to complete it. Make sure that you read the instructions for the activity and fully complete it. 

As you complete activities, you will see the progress bar fill. Once you have completed all the 

activities, the progress bar will be fully filled.  

There are different styles of eLearning within iLearn+, however they should all have progress bars 

available. Another example of a different type of progress bar is shown below. 

 

Error messages 

When you have completed all or part of an eLearning module, you should close the module. When 

you close the module, you should see a message pop up which shows that your progress is being 

saved within iLearn+ (example below).  
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If you don’t get this message or receive an error message when leaving the eLearning module (or 

whilst completing it), this may mean that your progress will not save.  

Generally, error messages will tell you what the problem is, for example “connection error has 

occurred, and your work is not being recorded” means that your network/internet connection has 

dropped. This is usually due to your device, internet connection or browser. To fix this issue 

please try one or all of the following: 

• Try a different device (PC, laptop, tablet, mobile). 

• Try a stronger, more stable internet connection. 

• Try restarting your router. 

• Update your browser to the latest version. 

• If using Internet Explorer, switch to a more up to date browser such as Edge, Firefox, Safari 

or Google Chrome (Hertfordshire County Council device users will only have access to 

Microsoft Edge.) 

You may also wish to try completing only small sections of the eLearning module and saving your 

progress more regularly (rather than completing the full module in one go). This will ensure that 

your session does not time out as well as limit issues caused by an unstable internet connection.  

Support 

If you are still struggling to complete your eLearning please email ilearn@hertfordshire.gov.uk or 

call 01992 555557 (option 5) Mon-Fri between 9am and 4pm for support. 

Please make sure to screen shot or note down any error messages you are shown. 

mailto:ilearn@hertfordshire.gov.uk
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Section 5: Completing Assessments and Quizzes 

How do I complete a quiz or assessment in iLearn+? 

Some courses in iLearn+ require you to pass an assessment or quiz to complete the course. The 

assessment can form part of the eLearning module or can be a separate activity on the course. 

Quiz or assessment as part of eLearning 

If there is a quiz or assessment within your eLearning module, it will usually be the final section. 

You’ll see it is clearly marked as an assessment and shows you the pass mark you need to 

achieve to pass.  

 

You can work through all the questions in the assessment and submit your answers. Make sure 

that you read the questions and instructions carefully. Unless you pass the assessment, the 

eLearning will not mark as completed. 

Once you have completed your assessment, you’ll see your score and be able to retry the 

assessment if you don’t pass it. If you have got lots of questions wrong, it may be useful to review 

the eLearning before you try the assessment again. 
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Quiz or assessment as a separate activity 

If there is a separate quiz or assessment activity, you’ll be able to see this on the course page in 

iLearn+. There will be clear instructions on the course page on what you need to complete before 

taking the assessment. In this example (below), the eLearning module must be completed before 

the assessment is attempted. If you don’t complete the eLearning, iLearn+ will not allow you to try 

the assessment. You will also be shown what the pass mark is (in this example 80%). 

 

When you are ready to try the assessment, you simply click or tap on the activity. You will then be 

presented with a screen that reminds you of the required pass mark and allows you to begin the 

assessment by selecting the “Attempt quiz now” button. 

You can work through all the questions in the assessment and submit your answers by selecting 

“Finish attempt” at the end of the questions. If you don’t pass the assessment the first time, 

iLearn+ will show you what questions you got wrong (see below example). 

 

Once you have finished reviewing your attempt, select “Finish review”. This will show you a list of 

all your assessment attempts, as well as allowing you to “Re-attempt quiz”. When taking an 

assessment, make sure that you read the questions and instructions carefully. Unless you pass 

the assessment, the course will not mark as completed. 
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Section 6: Workshops (facilitated sessions virtual or face to face) 

How do I book onto a workshop (facilitated session)? 

Depending on the organisation you work for, you may also have access to book onto facilitated 

sessions, such as workshops, classroom sessions and virtual classroom sessions via iLearn+. If 

you are unsure if you can book onto facilitated sessions within iLearn+ please speak to your local 

Learning and Development Team.  

The best place to start when booking onto a facilitated session is to read the instructions on the 

course page in iLearn+. Depending on the session you wish to attend, you may need to: 

1. Pay a fee to attend (and/or a cancellation charge if you fail to attend). 

2. Complete pre-work, such as eLearning or evaluations. 

3. Satisfy criteria to be eligible (such as have a specific job role). 

4. Complete a questionnaire providing additional details before you sign-up. 

5. Contact your local learning and development team to sign you up manually.  

In the below example, we can see that the course is available to all Hertfordshire County Council 

Staff and has a cancellation policy which applies fees for no shows. There is also a booking 

information form which needs to be fully completed before you can book onto the workshop 

session.  
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In this example, the session is only for Childrens Services or Adult Care Services staff. It has no 

tasks which need to be completed before you book onto the session. However, the session is fully 

booked, but does allow you to “Join the waitlist”. 

 

This session is only for specific Libraries staff, and you must have agreement from your manager 

before sign-up. There are spaces available for the session, which you can “Sign-up” to by clicking 

or tapping the hyperlink. 

 

Once you select the “Sign-up” link, you’ll see an overview of the session you are signing up for. 

You may then have to agree to terms and conditions as well as specify any special accessibility 

requirements you have. Make sure to leave “Email with iCalendar appointment” selected, as this 

will send you a booking confirmation for the session. Then click or tap “Sign-up” and you are 

booked onto the session. 
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Why do I have to provide a cost code for a workshop (facilitated session)? 

For Hertfordshire County Council staff, you will be asked to provide a cost code for the following 

reasons: 

1. If there is a price to attend the session. 

2. In case you do not attend, and a cancellation fee needs to be charged. 

You should always get approval from your line manager and budget holder before providing a cost 

code. 

How do I cancel off a workshop (facilitated session)? 

Before cancelling off a workshop (facilitated session), you should consider the cancellation 

charges that may apply. You can find these on the iLearn+ course page or from your local 

Learning and Development Team.  

If you are sure you can’t attend the session, understand the cancellation policy, and still wish to 

cancel, you can do this on the course page within iLearn+. Within the course page, find the 

session date you have signed-up for and click or tap the “Cancel booking” link. 

 

After selecting the “Cancel booking” link you will need to select the reason for cancelling, and you 

can provide further details if necessary. Then click or tap “Yes” to confirm you do wish to cancel. 

After this, you will receive a confirmation of the cancellation. 
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How can I find my workshop (facilitated session) details? 

When you sign-up to a workshop (facilitated session) in iLearn+, the system will automatically 

send you a booking confirmation and calendar invite with your booking details. Often, additional 

reminders and details are sent closer to the session date too. However, if you are still unsure, you 

can check the session details within iLearn+. Simply navigate to the course page, find your 

session date and click or tap on “More info”, this will provide you with all the information you need 

to attend your session.

 

Why haven’t I received my booking or cancelation confirmation? 

If you have signed-up or cancelled off a workshop (facilitated session) in iLearn+, the system will 

automatically send you confirmation of this via email. This is an automated process, which does 

not happen immediately. If you have not received the confirmation by the following morning 

please: 

1. Check your junk mail, the confirmation email may be there. 

2. Check your email address in iLearn+ is correct (by selecting your profile icon at the top right 

of the iLearn+ screen). Contact ilearn@hertfordshire.gov.uk to update your email address. 

3. Contact your local Learning and Development Team. 

If you are unsure who to contact, or can’t find your confirmation in your junk mail, please contact 

hrlearning&development@hertfordshire.gov.uk 

mailto:ilearn@hertfordshire.gov.uk
mailto:hrlearning&development@hertfordshire.gov.uk
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Section 7: Certificates  

How do I get a certificate when I have completed my course?  

Not all courses in iLearn+ provide a certificate. In the first instance, you should access your 

“Record of Learning” if you wish to provide evidence of completing learning.  

For courses which do provide a certificate, you will be able to see this on the course page. This 

will either show as a simple certificate hyperlink on the course page or an activity button (similar to 

the below). You will have to complete all the required activities on a course page before you can 

access your certificate. In this example, the eLearning is not complete, so the certificate can’t be 

accessed.  

 

Once you have completed the necessary learning activities you’ll be able to access your certificate 

by selecting the certificate hyperlink or button. You will then see a summary of when the certificate 

was issued and you’ll be able to select “Get your certificate”, to view a pdf of your certificate. Note 

that this will open in a pop-up window (example below). 
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How do I save and print my certificate?  

You can always access your certificates within iLearn+, you can also save an electronic copy of 

the certificate and email it if you require to do so. So, there should not be a need to print a hard 

copy. However, if you do wish to print a hard copy or are required to for audit purposes you can do 

so from the certificate pop-up window. You should see a print icon and a save icon, which you can 

use as necessary. However, depending on the browser you are using and the screen size, you 

may need to click or tap the three dots to access the print/save options (see example below) 

 

Note that you will need Adobe Reader to view saved certificates, this is installed on all HCC 

computers, but if you are using a different device you may need to install it. 

Why isn’t the date on my certificate updating?  

When you complete a course which has a certificate available, you’ll be able to see the date you 

completed the course on your certificate. If you choose to refresh your learning by re-completing 

some or all learning activities in that course, you will not receive a new certificate or 
completion date as you have already completed the course.  

The only exception to this, is if a course has been set to have a mandatory refresher period known 

as a “certification”. These courses require you to re-certify your learning at regularly scheduled 

periods. Therefore, they archive your previous completion date when it is time to re-certify, so you 

will receive a new completion date in your record of learning and on your certificate. For more 

information on certifications, please see section 8 below.  

Please note that we cannot manually update certificate dates. If you have been asked to 

provide a new certificate for learning which is not set-up as a certification (with a refresher period), 

please contact your local Learning and Development Team.  

https://get.adobe.com/uk/reader/
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Section 8: Miscellaneous 

Why do I have to re-complete courses / what is a certification? 

Some courses in iLearn+ require you to re-complete your learning at regularly scheduled periods, 

these courses are known as “Certifications”. Certifications will: 

1. be required for legal or compliance reasons or perhaps to follow recommendations made by 

governing bodies such as the Information Commissioners office or Ofsted;  

2. usually be assigned to courses which present a risk to you, your service users/customers, 

or your organisation if the correct processes are not followed;  

3. be different courses and/or refresher periods depending on your organisation and service 

area.  

You can find your certifications within iLearn+ by selecting “My Learning” then “Record of 

Learning” from the main task bar at the top of the iLearn+ screen. If you then select the 

“Certifications” tab, you will see a list of all your certifications, their status and when they will 

expire. You will also see a date labelled “Window opens”, this is the first date that you can re-

certify. It is usually approximately a month before the expiry date. Do not try to re-certify before 
this date. 

You can also see details of previous completion records for the specific certification. As you can 

see from the following screen shot, this learner is currently certified for the Diversity and Inclusion 

certification. They also have one previous completion. If you click or tap on the previous 

completion number, you can see the previous completion dates for that certification. 

 

If the course also has a certificate attached to it, the completion date on the certificate will match 

the most recent completion date (in this case, the 09/08/23). 
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If you have outstanding certifications, you will also see them within the “Required Learning” option 

from “My Learning” on the main task bar. This only shows certifications which are outstanding or 

overdue. For Hertfordshire County Council staff, you can also see all your certifications on your 

iLearn+ homepage. If you scroll down the page until you see “My Learning Dashboard”, you will be 

shown a graphical representation of your overall compliance percentage. Below that, your 

certifications will be listed along with their status.  

 

What is a learning program? 

A learning program is a set of courses that need to be completed. The most common type of 

learning program is an induction program. You can find your learning programs by selecting “My 

Learning” then “Record of Learning” from the main task bar at the top of the iLearn+ screen. Then, 

selecting the “Programs” tab.  

Here you will see all the programs which are assigned to you, along with your percent progress 

through the program as a whole. If you click or tap on the program name, you will see all the 

individual courses contained within the program, along with your progress against each course.  
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Can I see my teams’ learning records in iLearn+? 

If you are a Hertfordshire County Council (HCC) line manager, you can view your direct reports 

learning records. However, please note the following: 

1. You can only see your direct reports learning records, not the learning records of 

employees who report into your direct reports.  

2. If you have a direct report who has more than one job with HCC, their learning records can 

only be stored against one manager. Therefore, you may not be able to see their learning 

records. If this is the case, your employee can share an export or screen shot of their 

learning record with you.  

To see your direct reports learning records, select the “My Team” icon from your iLearn+ home 

page (found on the right-hand side as you scroll down the page). On selecting this icon, you will be 

taken to the “My Team” dashboard. This dashboard shows four tabs, discussed below: 
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• My Team – Lists all your direct reports, selecting their name will show an overview of their 

user details.  

• My Team Certifications – Lists all the certified courses assigned to your direct reports. 

Certified courses must be refreshed (re-completed) at scheduled time periods. You’ll be 

able to see if your direct reports are certified, not certified, or expired for each certified 

course. 

• My Team Programs – Lists all the learning programs your direct reports are assigned to 

(such as the HCC induction program), you will be able to see if the program is complete or 

not complete. 

• My Team Courses – Lists all the courses your direct reports have enrolled on, along with 

their completion status.  

 

At the bottom of each of these sections you will also have the option to “View full report”, this will 

allow you to both filter the results and export the results to an excel spreadsheet. 

If your list of direct reports is incorrect, please email ilearn@hertfordshire.gov.uk with a list of 

amendments. 

I’ve done systems training (LCS / IES / EYES) why can’t I access the system? 

The course page within iLearn+ will provide you with instructions on how to gain access to the 

system. In the below example, there is a form within iLearn+ that you can fill in to request access. 

It will only allow you to complete the form if you have completed the required eLearning. This is a 

common method used for granting access to HCC systems.  

mailto:ilearn@hertfordshire.gov.uk
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Before you request or chase system access, please make sure that you have completed the 

relevant iLearn+ course, by checking that the course is showing at 100% complete in your record 

of learning.  

The iLearn+ support team can’t give you access to any HCC systems. Therefore, if you have 

confirmed that you have completed the necessary learning, followed the instructions on the course 

page to request access, and still cannot access the system, please: 

• Speak to your line manager, to ensure they have requested access for you.  

• Contact the ICT helpdesk on 01992 555000 (Comnet: 25000). 

Who do I contact to commission new learning? 

If you want to create a new piece of learning, whether that be eLearning, workshops (facilitated 

learning sessions) or blended learning, please use one of the following methods.  

For HCC staff 

1. Speak to your local Learning and Development Team. 

2. Speak to your HR Business Partner. 

3. Email hrlearning&development@hertfordshire.gov.uk. 

For non-HCC staff 

Speak to your local learning and development, training, or HR team. 

mailto:hrlearning&development@hertfordshire.gov.uk
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Who can I contact for further support? 

For iLearn+ support, please either: 

• Email the iLearn+ Team at ilearn@hertfordshire.gov.uk 

• Call the iLearn+ Team on: 01992 555557 (option 5). Lines are open Mon-Fri 9am-4pm 

If you are unsure what learning you need to complete, please speak to your line manager in the 

first instance. 

If you are having general ICT issues: 

• For HCC staff - please contact ICT on 01992 555000 (Comnet: 25000) 

• For all other users - please contact your local ICT department 

 

mailto:ilearn@hertfordshire.gov.uk
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