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Troubleshooting Policy Hub Detection and Access

A hub-detection error  and an access-denied message have different  causes. Start  by
identifying whether the web part can locate the hub, whether the signed-in account
can  read  its  data  and  whether  the  application  can  resolve  the  required  role.
Recreating the hub is not the first diagnostic step.

Record the symptom
Note  the  page  URL,  web  part,  signed-in  account,  expected  hub  URL  and  exact
message. Check whether the problem affects all users, one role or only one page. An
administrator succeeding on a page does not prove that employees have the same list
or source permissions.

If  the  interface  explicitly  reports  an  expired  licence,  route  that  issue  to  the
administrator responsible for the product licence. Do not treat it as evidence that the
policy lists have disappeared. Preserve the message before changing configuration.

Verify the hub connection
1 Edit the affected page and inspect Policy hub site in the web-part properties.
2 Compare  it  with  the  intended  SharePoint  hub  site,  not  the  URL  of  an  individual

policy or document.
3 Open the intended site directly with the affected account.
4 Ask  an  administrator  to  verify  that  the  product  settings  list  and  the  expected

product lists exist there.
5 Save any corrected connection and reload the page before testing again.
The resolver considers the configured site, the current site and the default /sites/
VitextraPolicies  location. It  uses  the  presence  of  the  settings  list  to  identify a
hub  and  caches  the  resolved  connection.  A  page  can  therefore  point  at  a  different
available hub than the one you expected; compare actual data as well as the property
value.

Checking the page connection to the intended hub

Check structure and permissions separately
The setup readiness check expects 11 product lists and libraries. The presence of all
expected  names  does  not  establish  that  every  permission  and  setting  is  correct.  If
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structure  is  incomplete, have  an  administrator  inspect  the  existing  hub  and  use  the
supported setup process to add missing components; do not delete existing records to
make setup start again.

Next, verify the affected account's assigned product role and actual SharePoint access.
Administrative  and  reporting  web  parts  require  the  appropriate  role,  while  the
underlying  lists  and  source  documents  have  their  own  permissions.  A  visible  page
does not grant access to its data or documents.

Role  resolution  also  depends  on  directory  and  group  information.  A  failed  group-
membership lookup can leave the application without the expected role even when
the  administrator  believes  the  user  belongs  to  the  group.  Check  the  browser's
reported errors and directory access before changing role assignments blindly.

Warning

Applying  the  product  permission  matrix  changes  permissions  on  product  lists.
Review the intended roles and preserve administrator access before selecting Save
and apply permissions. Product roles and owner-based interface filtering are not a
substitute for inspecting effective SharePoint permissions.

Narrow the failure with a comparison matrix
Compare the same operation across accounts and pages before changing permissions.
This  reveals  whether  the  problem  follows  the  person,  the  page  connection  or  the
underlying hub. Use a representative account rather than assuming an administrator's
success demonstrates ordinary access.

Comparison Likely area to inspect next

The same user works on another page
connected to the intended hub

The failing page's connection and
navigation properties.

An administrator works, but an employee
fails on the same page

Role resolution, effective list rights and
source access for the employee.

The site opens, but policy data does not
load

Product lists, permissions and the
resolved hub.

The card loads, but the document is
denied

The source document's access rather
than hub discovery alone.

Several roles fail after a configuration The changed hub, role or permission
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Comparison Likely area to inspect next

change settings and any partial synchronization.

These comparisons guide investigation; they are not proof of one cause. For example,
a group lookup failure can look like missing role membership, while a page pointing
to  another  valid  hub  can  show different  records  without  a  hub-not-found  message.
Preserve the exact error and the actual resolved data context.

Avoid broad changes while isolating the cause
Do  not  create  a  replacement  hub  merely  because  one  page  fails.  First  establish
whether  the  original  data  is  still  present  and  accessible  to  the  responsible
administrator. A second hub can split navigation and make employees appear to have
different tasks on different pages.

Similarly, do not add everyone to an administrative group to test ordinary access. Such
a test bypasses the condition you need to verify. Correct the identified connection or
permission  issue, reload  the  page  and  repeat  the  same  operation  with  the  original
affected account.

If permission application failed partway through, inspect the affected lists rather than
assuming the whole matrix was rolled back. The operation applies permissions across
multiple  lists. Record  where  the  failure  occurred, preserve  administrator  access  and
verify the completed configuration afterward. Use KB10500. How to Configure Policy
Acknowledgement  Roles  and  Permissions  for  a  representative  access  test  and
KB10536. Troubleshooting Missing Policies, Employees and Assignments when access
works but expected records remain absent.

Verify the repair
Reload  the  affected  page  with  the  affected  account.  Confirm  that  the  expected
policies  appear  and  that  a  permitted  action  succeeds.  Test  the  source  document
separately. If only one page fails, compare its hub and reader-page properties with a
working page rather than changing tenant-wide access.

For  escalation,  provide  the  hub  and  page  URLs,  account,  role,  message,  time  and
whether direct site access works. Include relevant error details without authentication
tokens or  sensitive  employee records. See KB10496. Policy  Acknowledgement:  Quick
Start  Guide  for  the  product's  storage  and  connection  model  and  KB10500. How  to
Configure Policy Acknowledgement Roles and Permissions for roles and permissions.
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