Employee Not Receiving HRP Welcome or Password Reset Emails: Email Address on Delivery Suppression List
Applies to: HRP for Business Central
Last reviewed: May 2026
Symptom
1. A specific employee or user cannot log in and reports that they are not receiving the welcome email or the password reset email from Integrity.
1. The administrator has triggered the reset (or resent the welcome) one or more times from the User List / Self-Service page and is seeing no delivery on the recipient side.
1. The recipient's junk and quarantine folders are empty for messages from Integrity.
1. The recipient's email address on the user record is correct, the account is not locked, and the Login Audit shows no successful logins and no failed attempts for the affected window.
1. Other users in the same organization, on the same email domain, continue to receive Integrity emails normally — only one specific recipient is affected.
1. No errors appear in the Integrity error log, and the customer's own email server / Microsoft 365 message traces show no failed messages from Integrity to the affected address.
Cause
Integrity's welcome and password-reset emails are sent through a third-party email delivery service (SendGrid). Like all major email relays, SendGrid maintains a per-recipient suppression list. An email address can land on the suppression list automatically when one of the following has previously happened:
1. A prior message to that address bounced (the recipient's mail server returned a hard failure, even temporarily).
1. The recipient or their mail server marked a prior Integrity message as spam.
1. The recipient clicked an unsubscribe link in any prior Integrity-related message that supported one.
Once an address is suppressed, the delivery service will silently drop every subsequent message destined for that address. The application generates the email and hands it to SendGrid as usual, SendGrid accepts the request, and then the message is suppressed at the relay layer. No error is returned to the application, nothing is logged on the customer's mail server (because the message never reaches it), and the user simply never sees the email arrive. This is the failure mode that makes the symptom feel inexplicable: every check the administrator can run from inside the application or on the customer's mail side comes back clean.
Suppression is per-recipient-address. It is also persistent — clearing the recipient's junk folder, fixing any earlier email issue, or restarting any service on the customer side does not remove the suppression. It must be cleared on the Integrity / SendGrid side.

Resolution
Suppressions can only be cleared by Integrity Data engineering. The customer-facing workflow is to rule out the common causes first, then contact Integrity support so the suppression can be checked and cleared.
Step 1: Customer admin checks (rule out the common causes)
1. Verify the email address on the affected user's record exactly matches the address you expect the email to arrive at. Common pitfalls: a hand-keyed typo, an old address from a prior position, or a different format than the one the user actually monitors.
1. Confirm the user account is not locked and is set to active. Re-enable if needed.
1. Ask the affected user to check their junk, spam, and quarantine folders for any messages from cloudservices@integrity-data.com or no-reply@integrity-data.com (or whichever sender address the customer's tenant uses).
1. Re-trigger the welcome email or password reset from the User List page (HR Dashboard >> Company >> User List, then the email icon for welcome or the arrow icon for reset).
1. Confirm whether other users in the same organization, on the same email domain, are still receiving Integrity emails normally. If they are, the problem is specific to one recipient address (suppression is the most likely cause). If they are not, the problem is broader (escalate as a wider delivery issue rather than a single-address suppression).
Step 2: Customer IT / mail administrator checks
If Step 1 does not surface anything obvious, the customer's IT or mail administrator should confirm that the customer's own mail environment is not the cause:
1. Run a Microsoft 365 / Exchange Online message trace (or the equivalent on the customer's mail platform) covering at least the last 10 days, filtered to the affected recipient address. The trace should show no failed messages from Integrity. If it shows nothing at all from Integrity, the messages are not reaching the customer's mail tenant — consistent with suppression.
1. Confirm there are no custom transport rules / mail flow rules that would block Integrity messages to that recipient.
1. Confirm the recipient mailbox has no per-recipient restrictions (RequireSenderAuthenticationEnabled, AcceptMessagesOnlyFrom, RejectMessagesFrom*) that would block Integrity's sending addresses.
1. Confirm the recipient address has not been recently created or recently renamed in a way that would cause earlier bounces (a recently-renamed mailbox can have a hidden alias that previously bounced).
Step 3: Escalate to Integrity support to check and clear the suppression
1. Open a support case with Integrity at support@integrity-data.com (or update an existing case). Include: the affected user's exact email address, the Integrity company name, a screenshot or note of the Login Audit showing no successful logins, and confirmation that Steps 1 and 2 above have been completed.
1. Integrity support will route a request to engineering to check the SendGrid suppression list for that exact recipient address.
1. If a suppression is present, engineering clears it. Once cleared, the customer admin triggers a fresh welcome email or password reset for the affected user.
1. The next email should deliver normally. If the very first post-clearance message does not arrive, that points to a different problem and the case stays open for further investigation.
Verification
1. After the suppression is cleared and a new reset is triggered, confirm the recipient sees the email in their inbox within a few minutes.
1. Confirm the recipient can complete the password reset / welcome flow and log in successfully.
1. Check the Login Audit for a successful login entry corresponding to the user's attempt. That confirms the auth path end-to-end, not just delivery.
Notes
1. A user can land on the suppression list once and then never come off without manual intervention, even if the original delivery problem on their mail server was transient and is long gone. If a customer reports this symptom for a user whose mail is working today for everything else, that is consistent with the pattern — the suppression is "stuck" from an earlier event.
1. During diagnosis it can be tempting to temporarily change the affected user's username to a different email address (a personal Gmail, an alternate work address, etc.) to test whether the user can receive any Integrity email at all. That is a valid diagnostic, but remember to change the username back to the corporate address after the suppression is cleared; otherwise the user will be permanently locked out of their normal login.
1. If multiple users at the same customer are all affected at once, suppression of a single address is not the cause — that pattern points to a broader delivery issue (a sender domain reputation problem, the customer's domain on a tenant-wide block list, etc.). Escalate as a broader delivery issue rather than chasing individual suppressions.
