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Troubleshooting for Onboarding Australian 
Apprentices 

Publish date: 12 May 2023 

This guide contains advice for Australian Apprenticeships Support Network providers to help 
and support Australian Apprentices as they connect and confirm their ADMS account. Refer 
to this document for troubleshooting and escalating enquiries from Australian Apprentices 
regarding onboarding to ADMS. 
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Troubleshooting for the Connect step 

The first thing an Australian Apprentice will need to do after logging into ADMS is connect to 
a linked myGov account using either: 

• myGov sign in details (username, password and two factor authentication), or 

• Digital Identity (myGovID) (must have standard identity strength) 

“Your sign in details are wrong.” – Signing in (myGov) 

An Australian Apprentice is receiving this error when attempting to sign in to ADMS using 
a myGov account. 

 

Resolution 

1. Ensure the Australian Apprentice has linked their myGov account to an eligible 
service:  

• Medicare,  
• ATO or  
• Centrelink. 

2. Direct the Australian Apprentice to Help and support (my.gov.au) or call 132 307 
during hours of operation (Monday - Friday 7am to 10pm and Saturday - Sunday 
10am - 5pm), for further help and support.  

3. If the Australian Apprentice is unable to resolve their issue on the myGov website, 
raise a ticket through Digital Solutions Support (service-now.com). 

 

https://my.gov.au/en/about/help
https://dese.service-now.com/digitalsolutions
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“Email not recognised.” – Signing in (Digital Identity (myGovID))  

An Australian Apprentice is receiving this error when entering their Digital Identity 
(myGovID) credentials.  

 

Resolution 

1. Confirm the Australian Apprentice has a myGov account to link their Digital 
Identity to. 

2. Ensure the Australian Apprentice has an identity strength of at least Standard. 
3. Direct the Australian Apprentice to myGovID help for further help and support. 
4. If the Australian Apprentice is unable to resolve their issue on the myGovID 

website, raise a ticket through Digital Solutions Support (service-now.com) 

 

https://www.mygovid.gov.au/help-contact-us
https://www.mygovid.gov.au/help-contact-us
https://dese.service-now.com/digitalsolutions
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“Please address the following issues before continuing: The FirstName field is 
required.” – Single Name (Digital Identity / myGov) 

An Australian Apprentice is receiving this error when attempting to log into ADMS with 
only a single name recorded on their Digital Identity or myGov profile.  

 

Resolution 

1. Confirm that the Australian Apprentice’s myGov details only show a single name. 
2. Follow established process for completing manual claims on behalf of the 

Australian Apprentice. 
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“Your myGov account is not ready to access.” – Secret Questions (myGov) 

An Australian Apprentice is receiving this error because;  

1. Their identity details have not been verified by either Medicare, ATO or Centrelink: 
or  

2. They have attempted to log in using secret questions/answers. 

Resolution 1 – Identity details not verified 

1. Ensure the Australian Apprentice has successfully linked their myGov account to 
an eligible service: 

• Medicare, 
• ATO or 
• Centrelink. 

2. If the issue persists, direct the Australian Apprentice to myGovID help for further 
help and support. 

3. If the Australian Apprentice is unable to resolve their issue on the myGovID 
website, raise a ticket through Digital Solutions Support (service-now.com) 

Resolution 2 – Secret Questions not working 

1. Direct the Australian Apprentice to change their log in preferences in their myGov 
settings to SMS code or myGov code generator. 

2. If the issue persists, direct the Australian Apprentice to myGovID help for further 
help and support. 

3. If the Australian Apprentice is unable to resolve their issue on the myGovID 
website, raise a ticket through Digital Solutions Support (service-now.com) 

 

https://www.mygovid.gov.au/help-contact-us
https://www.mygovid.gov.au/help-contact-us
https://dese.service-now.com/digitalsolutions
https://www.mygovid.gov.au/help-contact-us
https://www.mygovid.gov.au/help-contact-us
https://dese.service-now.com/digitalsolutions
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“An unexpected error has occurred. Try again later. Error code: A002” – 
Accessing ADMS on Mobile (myGov) 

An Australian Apprentice is receiving this error when attempting to view ADMS on the 
‘Services’ page on the myGov mobile App. 

 

Resolution 

1. Please direct the Australian Apprentice to login via the ADMS Website instead of 
the myGov App. 

Troubleshooting for the Confirm step 

After connecting to ADMS with their linked myGov account or Digital Identity, Australian 
Apprentices will need to use their USI or Apprentice ID to confirm their identity. 

We recommend you provide the Australian Apprentice with their Apprentice ID as this will 
give them the best chance of succeeding when confirming their identity first time. You can 
find this Apprentice ID on the Australian Apprentice’s Profile in the Apprentices module in 
ADMS. 
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“Matching profile not found” – Confirming USI (ADMS) 

An Australian Apprentice receives error this error when confirming with their USI. 

 

Resolution 

1. Direct the Australian Apprentice to USI help to look up their USI. 
2. Confirm the Australian Apprentice’s USI is on their Apprentice Profile in ADMS. 

Add the USI to the profile if it’s not there. 
3. Confirm the details (name and date of birth) of the Australian Apprentice on their 

Apprentice Profile matches their details in myGov. 

Example 

If an Apprentice’s name in myGov is recorded like this: 

Given name(s): James Michael 
Family name: Smith  

and their name in ADMS is recorded like this: 

First name: James 
Middle name: Michael 
Surname: Smith 

then matching will not be successful. ADMS will need to be updated so that the 
Apprentice profile looks like this: 

https://www.usi.gov.au/students/find-your-usi
https://www.usi.gov.au/students/find-your-usi
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First name: James Michael 
Middle name: 
Surname: Smith 
 

4. Refer to the ‘Updating Australian Apprentice details in ADMS to match myGov’ 
knowledge article (attached at Appendix A) for further assistance. 

5. If confirming their identity with USI still does not successfully occur, provide the 
Australian Apprentice with their Apprentice ID (from their Apprentice Profile) so 
they can attempt to match with it instead 
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“Matching profile not found” – Confirming Apprentice ID (ADMS) 

An Australian Apprentice receives this error when confirming with their Apprentice ID. 

 

Resolution 

1. Confirm it is the Apprentice ID that you have provided to the Australian 
Apprentice. The Apprentice ID is found on the Apprentice Profile in the 
Apprentices module. It is not the TYIMS registration ID or the Training Contract ID. 

2. Confirm the details (name and date of birth) of the Australian Apprentice on their 
Apprentice Profile matches their details in myGov. 

Example 

If an Apprentice’s name in myGov is recorded like this: 

Given name(s): James Michael 
Family name: Smith  

and their name in ADMS is recorded like this: 

First name: James 
Middle name: Michael 
Surname: Smith 

then matching will not be successful. ADMS will need to be updated so that the 
Apprentice profile looks like this: 

First name: James Michael 
Middle name: 
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Surname: Smith 
 

3. Refer to the ‘Updating Australian Apprentice details in ADMS to match myGov’ 
knowledge article (attached at Appendix A) for further assistance. 

4. If confirming the Australian Apprentice’s identity with their Apprentice ID is still 
not successful, raise a ticket through Digital Solutions Support (service-now.com). 

 

Activation code issues – Activation code (ADMS) 

An Australian Apprentice needs to update their email or mobile number in ADMS because 
they are not receiving their activation code when validating their identity in ADMS. 

 

Resolution 

1. Update the Australian Apprentice’s details in their Apprentice Profile. 
2. Ask the Australian Apprentice to try the confirming their identity process again. 
3. If the Australian Apprentice still can’t activate their account, raise a ticket through 

Digital Solutions Support (service-now.com). 

Support 

For assistance with ADMS, log a job using the Digital Solutions Support Portal 

https://dese.service-now.com/digitalsolutions
https://dese.service-now.com/digitalsolutions
https://dese.service-now.com/digitalsolutions?id=sc_cat_item&sys_id=985cc4da1be649d05f760edbdc4bcbb5&sysparm_category=2782bcb0870185d4f84843380cbb35fe


 

11 

Knowledge Article - Troubleshooting for Onboarding Apprentices and Trainees - V1.02 
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APPENDIX A: Updating Australian Apprentice details 
in ADMS to match myGov 
Australian Apprentices may receive a matching profile error when they try to log into ADMS for the 
first time. This error prevents them from successfully logging in. When this occurs, Network 
Providers can update the Australian Apprentice’s profile in ADMS so their name matches what is 
recorded in myGov.  

How ADMS matches an Australian Apprentice’s profile 

When an Apprentice first logs into ADMS they need to connect their linked myGov or Digital Identity 
(myGovID) to their Apprentice profile. ADMS attempts to match the name it has on record with the 
details recorded in the Australian Apprentice’s myGov account. 

If the details don’t match exactly, the Australian Apprentice will receive a ‘Matching profile not 
found’ error in ADMS and won't be able to successfully confirm their identity. 

 

If you’re contacted by an Australian Apprentice about this error, you will need to check what name is 
recorded in their myGov account and how it is structured in the first, middle and family name fields. 
You will compare this against the way the name is structured in Apprentice Profile and update it to 
match the myGov record.
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Name structure in myGov and ADMS 

The structure of the name in myGov will depend on whether the Australian Apprentice has linked a 
Digital Identity (myGovID) to myGov. The table below compares how naming structures look in 
myGov with and without a linked Digital Identity (myGovID) and with the name structure in ADMS. 

myGov (not linked to Digital 
Identity) 

myGov (linked to Digital Identity) Apprentice Profile in ADMS 

   

If the Australian Apprentice has 
not linked a Digital Identity, 
myGov displays the Australian 
Apprentice’s name across three 
fields:  

• First name 

• Middle name 

• Family name 

If the Australian Apprentice has 
linked a Digital Identity 
(myGovID) to myGov, then the 
name will be displayed across two 
fields:  

• Given name(s) 

• Family name 

 

In ADMS, the recorded name of 
the Australian Apprentice is 
found on their Apprentice 
profile. The Apprentice profile 
displays the name across three 
fields: 

• First name 

• Middle name 

• Surname  

 

  



 

 

14 

Knowledge Article - Troubleshooting for Onboarding Apprentices and Trainees - V1.02 

 

Matching the recorded name in ADMS with myGov 

Now that you are familiar with the way names are recorded in myGov and ADMS, you can begin to 
resolve matching profile errors.  

 Locating name details in myGov 

To begin, you will need to check the name of the Australian Apprentice as it is recorded on their 
myGov account. To locate an Australian Apprentice’s name details in myGov, have them log in to 
their myGov account and navigate to their profile (available from the ‘My account’ menu).  

Take note of the way their name is displayed in the Personal details section of the profile. Pay close 
attention to the spelling of the name, any special characters (e.g. hyphens or apostrophes), and how 
the name is split across the data fields.  

In the example below, the Australian Apprentice has connected a Digitial Identitiy (myGovID) to their 
myGov account. As such their name is displayed as having the given names of ‘Jane Danger’ and a 
family name of ‘Smith’. 

 

Locating and updating an Apprentice profile in ADMS 

NOTE:  You will need to work with the Australian Apprentice to find their myGov details. 

NOTE:  If you can, take a screenshot of the Personal details section on the Australian 
Apprentice’s myGov profile. This will make matching the details in ADMS easier. Provide 
the screenshot to your Network Provider Super User (NPSU) who will be able to update 

the Apprentice profile using the steps below. 
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Once you have noted the name details as they are recorded in the Australian Apprentice’s myGov 
account, you can then check the name details recorded on the Apprentice profile in ADMS. Follow 
the below steps to locate and update the name details in ADMS if they don’t match what’s in myGov. 

1. Log into ADMS and open the Apprentices module. Search or filter the Apprentices list to find 
the profile for the Australian Apprentice. 

2. Open the Apprentice profile and click the Personal details tab. 

3. Click on the pencil edit icon next to the Date of Birth field. This will let you see the name 
details as they are recorded in ADMS. 

 

4. Update the name fields so that they exactly match the structure of the name in myGov, like 
in the example below. 

ADMS name update example 

BEFORE 

 

AFTER 

 

NOTE: Currently, only Network Provider Super User (NPSU) can update Apprentice 
profiles. Upcoming releases of ADMS will allow other user types to also do this. 

NOTE:  Make a note of the Apprentice ID and give it to the Australian Apprentice. They 
will need to use this ID when they try to confirm their identity again. They will not be 
able to use their USI. 
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5. Click save. 

6. Ask the Australian Apprentice to log back into ADMS and attempt to confirm their identity 
again, using the Apprentice ID you provided earlier. If successful, the Australian Apprentice 
will see the ADMS landing page. 

 

Resetting an Apprentice profile in ADMS 

1. Navigate back to the personal details tab in the Apprentice profile and again click the pencil 
edit icon next to the Date of Birth fields. 

2. Update the name details back to the way they were. 

3. Click the Reverify button next to the Unique Student Identifier (USI) field. 

NOTE:  When you change the name details on the Apprentice profile, the TFN and USI 
will no longer be verified. You will need to reverify the USI after the Australian 
Apprentice has successfully confirmed their identity in ADMS (see below). 

NOTE: If the Australian Apprentice is still unable to confirm their identity, please log a job 
using the Digital Solutions Support Portal. Remember to include a screenshot of the 
details of the Australian Apprentice’s myGov account if you have one. 

https://dese.service-now.com/digitalsolutions?id=sc_cat_item&sys_id=985cc4da1be649d05f760edbdc4bcbb5&sysparm_category=2782bcb0870185d4f84843380cbb35fe
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Support 

For assistance with ADMS, log a job using the Digital Solutions Support Portal. 

For feedback on this Knowledge Article, contact ADMSEngagement@dese.gov.au. 

NOTE: The TFN field will automatically reverify. 

https://dese.service-now.com/digitalsolutions?id=sc_cat_item&sys_id=985cc4da1be649d05f760edbdc4bcbb5&sysparm_category=2782bcb0870185d4f84843380cbb35fe
mailto:ADMSEngagement@dese.gov.au

