
ESS Resolver Guide 

The Employee Self Service (ESS) module allows ESS Resolvers to accept, update and restore incidents using email.  

Subject lines and Reference Message numbers at the bottom of return email should not be changed.  

Your LDAP e-mail ID MUST match the sending address of the e-mail response in order for the update to be successful. 

When an incident is referred to a Resolver group an initial e-mail will be sent to the group list (resolvers assigned to that 

resolver bucket).  The e-mail allows you to Accept, Return or view the incident via an email response to the email. (See 

appendix A) 

 Select Accept to have the incident assigned to you.  This action will place the incident in work in progress status and will 

assign the incident to you.  Any information in the email will become part of the work log of the ticket.  If two resolvers 

accept the incident only the first arriving email will be acted upon.  The subsequent emails will become part of the work 

log but will not be the assignee.  (See appendix B) 

Select Return to have the incident returned to the Service Desk.  Use the return e-mail to add any information to the 

work log of the ticket. (See appendix C) 

An additional Email, shown below, will be sent back to the entire Resolver group stating the acknowledgement or return 

of the incident. (See appendix D) 

 

Accepted tickets allow the option to Update or place in Service Restored. (See appendix E)                                                     

Select Update to add comments and troubleshooting results to the work log. (See appendix F) 

Select Service Restored once the issue has been fixed.  This action will place the incident in service restored status and 

comments added to the work log.  Resolver groups will have to utilize a full license holder to add resolution and put the 

incident in a resolved status prior to close. (See appendix G) 

An example of an incident with email updates as described above is illustrated in appendix H. 

For questions regarding this new process for ESS Resolvers or to request an ESS account for a new Resolver please 

contact Customer Care Center management at oft.sm.sd.managers@cio.ny.gov or 518-473-2759. 
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