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Centre Admin - Assisting Users with Logging In 
 
When a user is having trouble logging in, there are several things that you can do to help them.  
 
Note that these are the exact same methods SkillWise would use to address this situation – a Centre 
Admin can do everything that we can in this regard, and we don’t have any ‘back doors’ for this. 
 
The error message ‘Username and/or password is not valid, or the account is not active’ indicates 
either: 

- The account has been archived. (If the user is a learner, their accounts are not locked when 
they are archived, so this won’t ever be the case for learners.) 

- The user has entered their username and/or password incorrectly. This is the case 99.9% of 
the time when a user sees this error message. 
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Basic checks 
 
Check the user has the correct username. Make sure they are aware, for example, if there is a space 
included in the username; and of the difference between a number zero and a capital letter O, if 
either of these characters is included in the username, since these can look very similar on screen.  
 
Make sure the user is typing the username and password, rather than copying and pasting. If you 
copy and paste, it is very easy to pick up a space at the beginning or end by mistake, and this will 
cause the log in attempt to fail.  
 
If the user has tried clicking on the forgotten password link, and isn’t receiving the e-mail, check that 
the e-mail address in the user’s profile is correct, and let the user know what it is.  
 
If they are looking in the correct inbox, have checked their spam folder(s), and still don’t have the 
message, they will need to contact their IT department / ISP help desk to make sure messages from 
noreply@vqmanager.co.uk aren’t being blocked. 
 

 
 

Send the user a password reset message 
 
Find your user in the User list, and either: 
 

- Click on the envelope icon to the right of their name to send them a password reset 
message. 
 

 
  

Note: Hotmail is not compatible with our password reset process – it refuses to deliver the 
password reset message. Since it’s a free service, there is no technical support anyone can 
contact to have this resolved.  
If a user has a Hotmail address in their profile, ask them to provide an alternate address. The 
most reliable are ‘paid for’ services, i.e. an address provided by their employer, or provided by 
their ISP.  

mailto:noreply@vqmanager.co.uk
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- Open the user’s profile, tick the ‘Email a password set / reset link to this user’ box, and click 
‘save’ at the bottom of the page. 

 
 

 
 
 

Reset the password for the user 
 

If the user is struggling with the password reset process, you can reset their password for them.  
 
Open the user’s profile, type a new password into the password box, and tick the ‘Force password 
change’ box. This will mean they have to enter a new password when they log in, helping to keep 
their account secure. 
Click ‘save’ at the bottom of the page.  
 
Once you’ve done this, inform the user of the password you have set up, so they can use it to log in. 
They should do this as soon as possible, for security reasons.  
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