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Document Version 5.1 - 8/26/2010

Diagnosing Browser Errors & Issues 
SUMMARY:  If you encounter an issue where just one, or a few users from a specific location are experiencing error messages or incorrect browser behavior within the application,  (such as pages not loading, error messages, buttons not working etc.) it is possible that their specific browser version might be at the root of the problem. To determine if this is the case, please gather the necessary information below. 

NOTE: If your issue is system speed/slowness, do NOT use this solution, please contact Customer Success to begin a more comprehensive System Slowness Diagnostics.

There are 6 main steps to this procedure. This procedure will take 15-45 mins
1. Preliminary Troubleshooting Steps
2. Document general information
3. Perform Diagnostic Capture
4. Obtain browser and system information
5. Perform Comparative Browser Test
6. Create a case and submit your information and test results

Please Note: SuccessFactors can work with you directly to gather this information. Please fill out as much as you can and submit to your case. A SuccessFactors Customer Support Representative will then contact you to help complete the process.

1. Preliminary Steps: Some errors caused by the browser can be resolved by the following steps. We recommend that you instruct the affected user to…
a. Reboot their computer

b. From a fresh restart open the browser and clear their browser’s cookies & cache.

i. For Internet Explorer 
1.  Tools > Internet Options > Delete Temporary Internet Files
2.  Tools > Internet Options > Delete Cookies

ii. For Firefox 
1.  Tools > Options > Privacy > Show Cookies button > Remove All Cookies
c. Once these steps are completed have user 

i. Close ALL browser windows

ii. Reopen and login to the application

iii. Repeat steps where error previously occurred. If issue still exists then proceed with the steps below.
d. Confirm your browser has all the latest software updates.

i. For Internet Explorer go to Tools > Windows Update > Express (button) Get high-priority updates (recommended)
ii. Install all the updates shown if any. Once completed rerun the test to see if the error is still occurring.
2. Document General Information:
a. Your Company Instance (Company ID/name): 
b. Contact Name:

c. Is this your Test or Production site?
d. What is the immediate business impact (e.g. current schedule, deadlines impacted):
e. How many end users are using the system?
f. How many end users have reported the problem to the administrator?
g. Approx how many users does this affect? (if all state ALL): 
h. Are there remote offices and are they affected as well? Which offices?
i. Is the problem occurring right now?
j. Time(s)/Date(s) of error (indicate time zone): 
k. V10 clients please copy & paste the SuccessFactors application server information in the page footer at the bottom of the SuccessFactors screen. [image: image4.jpg]SuccessFactors
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 For Ultra clients it can be found on the Home Page from Help Icon > About SuccessFactors > 
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l. With which transactions/activities is the user experiencing the error? Is the error occurring within the whole application, or just in certain areas of the application? Here are examples of common transactions: Login and display the SuccessFactors home page; Opening an existing Performance Review Form; Saving a form; Viewing Live Profile or Scorecard; Creating a goal; Cascading a goal; User Directory Search; Dashboards; Proxy (switching to a proxy and then back to self)
i.  _______________
ii.  _______________
3. NOW PERFORM DIAGNOSTICS CAPTURE
A. Please paste any error messages you are receiving below: (Keep screenshots full screen, do not crop please.)
B. Please also provide replication steps leading up to the error:

1) Please open a word doc; copy & paste into this word doc screenshots of the issue (full screen – not cropped) then attach your document to the case. 

2) It is helpful for screenshots to contain:
- A brief explanation for each screenshot that clarifies what things you would like me to take note of.
- Shows the usernames involved and who I might need to proxy in as
- Steps leading up to the issue so I quickly understand how to replicate
- Comment on what might be missing if that is the issue
- When showing comparisons, explain what differences you are highlighting
- We ask that you not crop the screenshots, just leave full screen as there are many other elements on the page that we may want to take note of that help us in troubleshooting.

C. Click this link to go to the diagnostics test page: https://performancemanager.successfactors.com/diagnostic/main
1) Scroll down on the page, find the ‘Tests’ section and run all tests. 
2) Capture the entire web page showing all test results and paste them into this document below.
3) Test Results - Date/Time: ______________  
4. OBTAIN BROWSER AND SYSTEM INFORMATION

A. Document Browser Settings. 
1. Verify your browser is set to automatically check for newer version of webpage (Yes/No): 
Note: For IE 6 & 7 
Tools > Internet Options > General > Temporary Internet Files (Browsing History) > Click Settings Button >  Make sure “Check for newer version of stored pages” is set to “Automatically”.
Notes: For Firefox
Firefox has no equivalent to this setting. To reload a page at any time, click the Reload button in  Firefox's Navigation Toolbar. Firefox then loads and displays the latest version of the page.
2. Check Browser Version: Help > About  (capture screenshot)
What version and flavor of the browser is used? 
(e.g. IE 6.0 SP1 or Firefox/2.0.0.4):
3. Check for Proxy server use in your network. 
i. Is proxy server used in your network?  (Yes/No):
ii. Note: - If yes, check whether performancemanager.successfactors.com has been excluded from proxy/caching.
iii. Is performancemanager URL excluded from the proxy caching? (Yes/No):
Note: For IE 6 & 7 check  Tools > Internet Options > Connections > LAN Settings
For Firefox check Tools > Options > Advanced > Network Tab > Connection > Click Settings Button to open Proxy screen.
4. Check system/desktop resources. Use Start > Run... In the Run box enter: msinfo32
Provide the following info from the msinfo32 screen.
i. OS Name:
ii. Version:
iii. Processor information:
iv. Total physical memory:
v. Available physical memory:

5. NOW PERFORM COMPARATIVE BROWSER TEST
A. Does this issue/error occur when using an alternative web browser?

B. Why is this important?
This step can help your IT department to determine if this is something they can fix by a simple change to user settings, as opposed to waiting for SuccessFactors to develop a technical solution (which we will still pursue but may take some time.)
It can also be the quickest route in providing an alternative option for using the application today without encountering the error affecting users.

We understand that the affected user(s) may not currently have a second web browser installed on their system, and in some instances your IT may be the only people able to install a second web browser. Nevertheless, performing this test is often the single most important step to quickly identify if the issue is, or is not with the current browser, and or system settings.

1) We recommend you use Internet Explorer, Firefox, Netscape, or Chrome (in this order of preference. 

2) There is no need to install another browser if you already have 2 installed. Simply skip down to begin the test using your other web browser.
3) So for example, if the issue reported is when using Internet Explorer, then this comparative test could be done using Firefox.  If you already have one of the other browsers already installed, simply proceed using that one. 
4) If you do not have a second browser and need to install Firefox, go to http://www.firefox.com It only takes about 2 minutes to install and is a browser most IT groups have no concerns with their users installing. Check with your IT should you have any concerns.
i. Install the software by following the onscreen prompts

ii. Once installed open your 2nd browser 

5) Replicate the error using your alternate browser

i. Follow the same steps that you were performing when using your main browser. 

ii. If you encounter the same issues or errors, then please capture those using screenshots as you had done for the earlier tests for your main browser and include in your results.

iii. If you cannot replicate the error or issue using the alternate browser please indicate this above in question A in this section.

iv. Recommendation: If it does not occur in the alternate browser, please share this result with your IT team, as it indicates an issue with the browser version that they may be able to fix by ensuring users have the latest software updates for their browser.
6. HttpWatch Tests - SUBMIT RESULTS TO CASE

1. HttpWatch recordings are not always required. SuccessFactors support will determine if this is helpful to your issue.
2. NOTE: If SuccessFactors can replicate the issue on their end, then the SuccessFactors Support Staff should simply capture the httpWatch file so there is no need for the client to install on the client side. We do not require that clients install HttpWatch, and this is typically not required for all performance issues, however if we are unable to define the issue based on the information above, and the issue can only be replicated by the client, then it may become a requirement. The client will need to engage a person from IT that can do this.  Please download HttpWatch Basic Version from the following website. http://download.httpwatch.com/httpwatch.exe
3. For full details on installing and using HttpWatch please refer to the document “How to Capture Screenshots HttpWatch and GotoMeetings.docx”

7. CREATE CASE - SUBMIT RESULTS TO CASE
1. Login at: https://successfactors.custhelp.com/app
2. Click the log a case tab
3. Add this document as an attachment to your case.
Additional Information:

If you can print to a PDF, that is the best method to capture, if not then you must capture screenshots of the entire webpage and paste them into a Word document. If you are sending screenshots you must scroll down or up to capture all sections. To capture a screenshot position the page the way you want to capture, then hold down ‘Ctrl’ and press ‘PrtSc’. Go into the Word document and hold ‘Ctrl’ and press ‘v’ to paste. Repeat this process until you have captured all sections of the diagnostics page into one document.

CONTACT US 

If you have any questions or comments about the information provided, please let us know. You can contact SuccessFactors Customer Success at 1800-846-6503 or online at http://www.successfactors.com/support/
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