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PIM keeps crashing or behaving unexpectedly

If PIM keeps crashing or behaving unexpectedly, try 
to clear cache. That should work but if it doesn’t try 
switching browsers.
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Items not appearing in the PIM workflow

If items are not appearing in the PIM workflow try the 
following:

• Wait for 15 minutes: It can take up to 15 mins on a 
normal day for products from RMS to feed into PIM, 
and vice versa.

• New styles and variants: Only new Styles will appear in 
workflow for enrichment. New variants will only appear 
if colour family require updating. SKUs do not require 
enrichment in PIM.

• Existing styles: User to manually check out styles to 
workflow. Use Search Templates to find affected Styles. 
(includes PIM Delta - Style was created OR enriched 
after data load extract was pulled in April)

• Backlogs: Sometimes due to backlogs items may not be 
visible. Wait until backlogs are cleared

• Try using the home screen to navigate: Use Home 
Screen to navigate to your workflow as this has the most 
up to date info. Dashboard is only refreshed periodically 
(last and next refresh times are displayed on the 
dashboard). 
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Widget shows new items in workflow but items are not found in Workflow Step

If the widget shows new items in the workflow but 
items are not found in the workflow step try the 
following:

• Refresh the page using the refresh icon in the 
PIM system.

• Clear the cache

• Switch browser from Chrome to Edge (or vice 
versa)
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Delays in moving through steps – page showing no items

If the widget shows new items in the workflow but 
items are not found in the workflow step try the 
following:

• Refresh the page using the refresh icon in the 
PIM system.

• Clear the cache

• Switch browser from Chrome to Edge (or vice 
versa)
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Item moved to Fixit

If the item is moved to Fixit it will show a dialog 
box with the message Invalid Support. In any case 
do not use the ‘Move to Fixit’ option.
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Online size is incorrect or size not displaying online

If the online size is incorrect or not visible online, 
please send a screenshot on 
PIM@davidjones.com.au. We will try to resolve this 
at our end.

mailto:PIM@davidjones.com.au
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Cannot move to the next step of Item Enrichment

If you are unable to move to the next step of item 
enrichment there is a high chance that you have not 
populated all the required information.

In this case PIM should show an error. To resolve 
this issue, Populate mandatory attributes with valid 
values. Noe that enrichment steps cannot be 
completed unless all mandatory attributes are 
populated. See Bulk Upload Cheat sheet for details.
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Products still in current Enrichment Step after pressing Done

If after clicking the Done button you still find the 
product to be in the same enrichment step, try to 
refresh the page -sometimes products do not 
automatically disappear from the current workflow 
step after clicking done.

If that doesn't not work, then there is a high chance 
that you have not populated all the required 
information.

In this case, PIM should show an error. To resolve 
this issue, Populate mandatory attributes with valid 
values. Noe that enrichment steps cannot be 
completed unless all mandatory attributes are 
populated. See Bulk Upload Cheat sheet for details.
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Cannot Checkout SKU into Workflow

Note that SKUs do not require enrichment in PIM. 

If an existing style requires enrichment, user can 
manually check out styles to workflow. Use Search 
Templates to find affected Styles.
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Bulk Upload not working

Sometimes the export or import feature may not be 
responsive. In such instances try to refresh page the 
page using the refresh option provided within PIM. 
Do not use refresh option of your browser.

Try to clear cache or switch browsers from Chrome 
to Edge (or vice versa)

After multiple clicks on the 

export button no file was 

downloaded, and no green 

dialog box appeared
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Old Items in the workflow

If you see that old items are still in the workflow 
then select these items and click Cancel to remove 
items out of Workflow. Product can be manually 
checked out into a workflow later if enrichment is 
required.
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Search is taking a long time to load

Try to clear the cache or use a different browser. If 
the problem persists, try again later when PIM is 
back to normal
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Date search does not work for "Equals"

Date search will not work for equals, always use 
greater than or less than.
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Product in package weight and dimensions don’t show in the Enrich Variant Step but do show in the Enrich Style 
step

Raise an IT ticket to get this issue resolved however if urgent you can manually populate this information.
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Unable to fill in the Product In Package Information

Sometimes you will see that the product in package information is not pe-filled in the enrich variant step. If you try to fill in this 
manually PIM doesn’t allow it. This happens as for these variants, the style does not seem to be enriched, in other words Enrich
Status=False, Attribute family category is not set as well and styles are sitting in catalog. The UOM values are defaulted for the 
variant from Style level based on Attribute Family and Category. Also in Enrich Variant Step the UOM is not editable for the user. 

Solution would be to raise an IT Ticket
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Items stuck in Item Collation – User manually trying to push items outside Item Collation

Item collation is an automated step, user should not go into the item collation step and push the items to the next step. If the items are sitting 
in the item collation step for a very long time, raise an IT ticket.​
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Item Enrichment gives the following error – Failed to update the entry(s). The entry does not exist…

This is happening when you hit done more than once, sometimes styles may take a while to move from one step to the next. 
Try hitting refresh a couple of times and this should solve the issue.
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Variants can be seen in the Rejected Variants Step

These variants have been rejected, You need to enrich the styles that have been rejected. These are the variants of the styles 
that were submitted but the issue is at style level. This is a holding bay until styles have been pushed through again. If you 
can’t find these styles in Validate Family Channels step raise an IT ticket.
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Cannot see anything in the Item Enrichment Process

If you are seeing nothing try clearing cache, if it still doesn’t work please raise an IT ticket.
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Initial Online Flag Shouldn’t be updated during Re-Enrichment

This item is being re-enriched, during re-enrichment you should not change the initial online flag. If you want to make the change 
you will have to request the change made from OSM. Contact your digital coordinator,.
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Items not leaving the workflow

The user is trying to reject items from the FA concessions buyership approval step but the items are not moving and are stuck. The 
user gets the "entry moved successfully" notification in the top right however the user has tried to reject in bulk (60 items) and also 
1 at a time but the items still don't move.

In this case, revisit PIM in an hour, if the items still don’t move out of the workflow, raise an IT ticket.
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Columns are unresponsive in the enrichment WF and they wont take an excel import either

If you ever experience columns being unresponsive, ensure that you clear cache and then try again. If the problem still exists raise 
an IT ticket.




