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Troubleshooting Issues 
 

Press “Ctrl” and click on the issue link to take you to the relevant 

section in the document. 

 

1. Invalid Login 

 

2. Problem Connecting. Please check your internet connection 

 

3. A user with the specified ID already exists. Please choose a 

different one 

 

4. You click on the HR Self Service link and nothing happens 

 

5. We can't seem to find your account 

 

6. Verification Code Invalid 

 

7. Incorrect Username or Password 

 

8. 403 Error - Forbidden: Access is denied 

 

9. Useful Links to HR Self Service 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



3 
 

 

1. Invalid Login 

Issue: Once registration is complete and you have set up an authentication method, 

you proceed to login and the screen below appears 

 

 

Cause: Then this means your password is locked in the background of the system. 

 

Resolution: Email hrsystems@eastrenfrewshire.gov.uk with your employee number, 

the email address registered and state that you are receiving the above error.  The 

team can then unlock your account and this should then grant you access, once you 

enter your email address, password and 6-digit code. 
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2. Problem Connecting. Please check you internet connection. 

Issue: Once registration is complete and you have set up an authentication method, 

you proceed to login and the screen below appears 

 

 

 

Cause: This indicates there is an issue with the email address you have used to 

register and the likelihood is it does match the email address that is held on the 

iTrent system. 

 

Resolution: Email hrsystems@eastrenfrewshire.gov.uk with your employee number, 

the email address you used to register and state that you are receiving the above error. 

The team will then check the email that is held on the system and advise if you have 

registered with the wrong email and you will need to go back to the login screen and 

start the registration process again with the email you are advised of by the team. 

If we hold the wrong email for you in the system we can update this and provided you 

registered correctly with that email you should then gain access into the system. 
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3. A user with the specified ID already exists. Please choose a different one. 

Issue: You register your email, receive a verification code, are taken to this page, 

complete the details – the error message below then appears 

 

 

 

Cause: In this scenario you will have already registered the email address.  Therefore, 

you do not need to complete the registration again.   

 

Resolution: You should go back to the login page and enter your email address, 

password and verification code.   

If you cannot remember your password you can click on “forgotten password” and 

reset this.  Details of how to do this can be found here. 

 

 

 

 

 

https://www.eastrenfrewshire.gov.uk/hr-login
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4. You click on the HR Self Service link and nothing happens 

Issue: You go to the intranet/ internet homepage and click on the HR Self Service link 

or the link provided and the page displays like this with no graphics loaded 

 

 

Cause: You should click on the refresh button as per screenshot below

Resolution: Then correct login landing page should appear shown below. It is 

important to note that the correct/new login landing page will ask for an email 

address: 
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5. We can’t seem to find your account. 

Issue: You enter your email address and password and the error message below 

shows 

 

 

 

Cause: This error means you have not yet completed registration.   

 

Resolution: You must click on the “Register” link and complete the steps as listed in 

the User Guide.  N.B. The email address you are registering must match the email we 

hold for you on the system.  If you are unsure what email address to use please email 

hrsystems@eastrenfrewshire.gov.uk quoting your employee number and ask what 

email address we have for you. 
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6. Verification Code Invalid 

Issue: When entering your verification code the error below shows 

 

 

 

Cause: The code is expiring before the user has input it or the user has registered 

on multiple devices with the same user 

 

Resolution: Ensure that the code has not expired when entering. Most authenticator 

apps display a timer of how long the current code will be valid for or if user has 

registered on multiple devices a useable code will only be generated on the last device 

registered. 
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7. Incorrect Username or Password 

Issue: You have entered your email address and password and the error below 

appears 

 

 

Cause: The user has either entered an incorrect username or password. 

 

Resolution: Check the username (email address) entered for any spelling mistakes 

or if you are unsure you are entering the correct password then you can reset the 

password by clicking on “forgotten password” link and following the steps. 
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8. 403 Error – Forbidden: Access is denied 

Issue: You have completed the registration or login steps then the error below is 

shown 

 

 

 

Cause: The user credentials you have entered are incorrect.  This could be trying to 

register with a different email address than what is held on the system for the user. 

 

Resolution: Email hrsystems@eastrenfrewshire.gov.uk with your employee number 

and confirm the email address you have tried to register and state you have received 

the above error.  The team will check what email address you should use and advise. 

Be advised if the page continues to appear you may need to close the browser page 

completely and clear the cache or browsing history on your device to ensure the page 

does not keep looping back to the last accessed page. 
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9. Links for HR Self Service Pages 

 

 HR Employee Self Service (ESS) 

 

 HR Self Service Managers/ Core (MSS & Core) 

 

 Employee Information Page on MFA 

 

 

 

https://pfidentityservereuprod.b2clogin.com/pfidentityservereuprod.onmicrosoft.com/B2C_1A_signup_signin_saml_local_sms/samlp/sso/login?SAMLRequest=hVLJTsMwFPyVyPfGidPSYjWVQnugEktFCwcukeO8tpYcO%2Fg5LH9PFpZyACRLPnjezLwZz1FUuuZZ44%2FmDp4aQB%2B8Vtog7x9S0jjDrUCF3IgKkHvJt9n1FWdhxGtnvZVWkyBDBOeVNUtrsKnAbcE9Kwn3d1cpOXpfI6dUQjSenGsVvkChvAPjQ2kruj2qorAa%2FDFEtLRjZ3Rzu92RYNXaUUZ0xN809V6V7azyb63mMzhoWh9lWDCp7UGZnvMXjDWVks6i3Q%2FSF2yZx1mO6mCaur%2BUybvFc22l0DlWSPscaOespyfBepWSfHZWFJPpWSxn8SQej%2BU0KfbT6XlSzsR4AmXSwhAbWBv0wviUsIgloygZMbZjMW9PFD2SYPMR4IUypTKHv9MuBhDyy91uMxoCegCHfTgtgCzmnVfeC7uTFv%2BmFZ%2FVkcU%2FReFXUXN6ojTI1vympV6vNlYr%2BRZkWtuXpQPhISUxoYth5OdPW7wD&RelayState=ss%3Amem%3A27e620132c9f46a5f9b3b2eb485e119963870a093a19163e613e6738b7f0fffb&SigAlg=http%3A%2F%2Fwww.w3.org%2F2001%2F04%2Fxmldsig-more%23rsa-sha256&Signature=h2N3qskvofEphmk025vVkNG71LnU2oggS6M3L4bZJP5LOzsh7Y3cAVXqzE1cA7bG96ulOPIFa9GbMIdXtGuwkwWW4JnBnT4bR2wjUQrvst3HSIKfIU9WrztS6P7S%2Fmy76hYngPxyISFqdKXunP%2B1PRRl4%2FQQFGSYEssCZngmqyDMF81Cmo6GCSsYsWlD6QLrysbHBHCzEUy6DK0PNANH29KxOOGKLfz3qxvJOP6kYnmVgQ1mfkHBYU1%2Fg5kbHaNjix86CDfzqrD9HRd6oadbQ%2BDVFR7M%2BUIxQSgM4v91LcKkbGQWAFSnw%2BbziT1%2Bn31ISw7J%2BwrjsedQ8FzOIVQLd6hTbZHC83lxSRo7EivZkqOCwiFJqBexQmjyPH24OFhImUFTIk7Emi1lyR9lh22HLXKp0AcIMeoSndCL93M8VFaGA4%2F7ZglwAG43mE%2BlOiJz3%2FiL9%2B7%2FGz0YI2nVo%2Bfl2LbGDtukCAvUkvISuxgJixu08GBrntJiCxef1MDxG2s0#/
https://pfidentityservereuprod.b2clogin.com/pfidentityservereuprod.onmicrosoft.com/B2C_1A_signup_signin_saml_local_sms/samlp/sso/login?SAMLRequest=hVLLbsIwEPyVyHfiYAJtLYIU4FAk2qJCe%2Bglss0Clhw79Tp9%2FH3z6PPQVrLkg2dnZmc8RVGaiud1ONlbeKwBQ%2FRSGou8e8hI7S13AjVyK0pAHhTf5ldrzuKEV94Fp5whUY4IPmhnF85iXYLfgn%2FSCu5u1xk5hVAhp1RBko4vjI6fQergwYZYuZJuT1pKZyCcYkRHW3ZGNzfbHYmWjR1tRUv8RVMd9L6Z1eG10XwCD3XjYx9Lpow7attx%2FoJxttTKO3SHXnrOFsUwL1AfbV11l7ZFu3hhnBKmwBJplwNtnXX0JFotM1LIZDI5P5MSDimkowTgfC8uIJ2cgRonUg0bGGINK4tB2JARlrDRIBkNGNuxIW%2FOOH0g0eY9wLm2e22Pf6ctexDyy91uM%2BgDugePXTgNgMymrVfeCftvLf5NKz6qI7N%2FisLPoqb0m1IvW%2FHrhnq13Dij1WuUG%2BOeFx5EgIwMCZ31Iz9%2F2uwN&RelayState=ss%3Amem%3Ab55d19de2b8b3e225f3c348ef9e51a315a9d01d7a6502229b643c1985a13b32f&SigAlg=http%3A%2F%2Fwww.w3.org%2F2001%2F04%2Fxmldsig-more%23rsa-sha256&Signature=ZoAFZ4WLfM2ioxBQ%2BuUnvXuEyveKT8B7sqHbB%2FmX982C%2FLm5WOJOGMBKMgjrU6C1lpan525w0mDz02kRR2frCPp4t5T4BtlviegRs9SZkJG3oWcBcctbOIWv2136BYrTMl1qP8khjlepKB2xXVPLHLosqIBzT9wFm8rmeZCKVOgsPY7rOa%2Fu8%2BszcezdRybtpTEqSlzocHeSbhdilTvhtiF4BXglFRIInJuXBqCMGxvP39PdXG%2Bi0Cl1LTtgNkubIjnLdGu0qhLI5ERqO%2BNRb8QDkJDRoJbFnpuGkZjDp98Iyd7ns3pNsRhzA1yBsS9phd1rIDVW0hO%2BSuGodGU1wlpKNwm87ub6QXYEVX0PvISGGowwLxDJrt%2BWbEFRAf6mK5ODd4vuQ%2BqYvSF5ETHPfA7GAUDvCuoRizWu6txGu9pbXqk8B5rYepR61kZqf%2BSIrspdf4aubploza7EmqB0bm8Fbaa6rYcd%2By5naAeOM3o1Q0qkkVra3tbt%2BvrLJy37
https://www.eastrenfrewshire.gov.uk/hr-login
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