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01 - Understanding Your Data Flows

● Know where the process starts
○ HRMS/SIS

● An account didn’t get created 
○ Trace it back to source

● Ensure all systems are up and connecting



02 - Understanding the issue

1. Gather all information
a. Who is affected
b. What errors are they seeing
c. Can you reproduce it
d. Is it only one person or a group of people

2. Can you ‘Google’ it?
a. https://help.rapididentity.com
b. Search errors, keywords

3. Establish and Test a theory
a. Is there anything they all have in common
b. Does it happen to you as well

i. What do you have in common with the offending account
c. Does it happen in a different web browser

4. Document Specifics
a. Including all relevant information will help support help you faster

https://help.rapididentity.com


03 - Connect Jobs 

● Action Sets and Jobs
○ Action Set - Code
○ Job - Scheduled

● Job Scheduler
○ When a job runs
○ Temporarily 

Disable a job
● Job Details

○ LogOnly - True
○ Attributes
○ Email Recipients

● Status
○ Currently 

Running



04 -  Logs

● Jobs vs Run Folder

● Log file Basics

● Search 
○ Username 

having issues



05 -  Reports 

● Audit Data 
○ Logins
○ Failed Logins
○ Group Membership
○ Application Clicks

● Community Reports



06 -  SAML Tracer

● Chrome/Firefox extension

● Detailed SAML Trace Information
○ Detail Lines marked SAML
○ Assertion 
○ Response
○ Attributes



07 - Putting in a Support Case

● http://help.rapididentity.com

● Enable Support Access 
○ Configuration
○ Security
○ Grant Support Access

● Specifics and Details

● Log Files/Action Sets in Question

● Who is affected - Specific Usernames



Questions


