
Employee Self-Service Login Troubleshooting 

Overview 

Providing your employees with access to Employee Self Service (ESS) screens is easy. Add the employee’s work email 
on the Quick Hire or General screen, then check the Enable Self Service Access box. When you save the data, a 
system email will be generated to the employee with instructions on accessing the system.  

Occasionally, an employee may have an issue with getting logged in. Here is a list of issues that may occur and the 
solutions. 

Issue Resolution 

Employee did not receive email 

First, verify that the email address was correctly added. This can 
be viewed on the employee’s General screen. If the email has been 
added correctly, ask the employee to check their junk or spam 
folders. The emails are generated from a no-
reply@isolvedhcm.com address which may cause their browser to 
identify this as junk or spam. 

Employee’s email address is incorrect 

In order to correct the email address, navigate to the General 
screen and uncheck “Enable Self Service Access” and click on 
Save. Change the Email Address and click “Enable Self Service 
Access” again and click on Save. This will send a new 
authentication email to the employee. 

No employees received the email 
Check with your IT department to be sure that emails can be 
received from no-reply@isolvedhcm.com. 

I don’t know if my employee is attempting 
to log in via Adaptive Employee 
Experience (AEE) or Classic ESS. 

The easiest way to identify this is to ask which URL they are 
logging in to. If they are going to AEE, the URL is 
aee.myisolved.com. Classic uses the same URL you would use to 
log in as a client user. 

The employee forgot their password. 

If your employee has forgotten their password, they should reset 
their account by clicking the link Forgot Password. They get an 
email with a link to click. If they have a mobile phone number on 
their My Account or Profile screen, it sends an authorization code 
to that number. If not, they answer a security question that they 
set up when they created their account. Please see Password 
Reset Process for more information on the Forgot Password 
process. By encouraging your employees to have an updated 
mobile phone number on their account, they will have a faster 
turnaround because they do not need to remember the answer to 
their security question. 

The employee forgot their password, 
doesn’t have a mobile phone number 
listed, and can’t remember the answer for 
the security question. 

Navigate to Employee Management > Employee Maintenance > 
General and click on Reset ESS Login from the action bar. This 
sends an email to the employee with a temporary code and a link 
to reset their account. 

Refer to the Reset ESS Login – Identity article in the University for 
more information on the process. 

https://learning.myisolved.com/library/articles/4114
https://learning.myisolved.com/library/articles/4114
https://learning.myisolved.com/library/articles/4163
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Issue Resolution 

The employee is attempting to reset their 
account but sees options on the screen 
for the authorization code with incorrect 
email/phone number. 

Verify that your employee is on the correct URL and that they are 
correctly typing in their email address (i.e., entering an extra space 
before or after the username could affect login). 

Employee had previous access but unable 
to log in today 

1. Verify that the employee is at the correct website for your
company to access isolved.

2. The employee should try again. If they have tried two or
three times without success, verify that they are typing
their email address correctly and completely (no spaces!).
They will be alerted with how many attempts they have
each time they type an incorrect password.

After the fifth incorrect attempt, they are locked out of the system 
for 15 minutes. After the 15 minutes have passed, use the “Forgot 
Password” link to change your password. If they need access 
sooner, you can unlock their account via Self-Service 
Management. 

The error message now indicates that the 
account is disabled. 

“This user account is currently disabled. 
Please contact your account administrator 
for assistance.” 

There are two reasons an account can be disabled: 

1. The employee has never activated their account.
a. Navigate to Employee Management > Employee

Maintenance > General, the uncheck the box next
to Enable Self-Service, click Save, check the box,
and Save. This sends a new email to the
employee.

2. They have an inactive account.

To correct this situation, navigate to Employee Admin Tools > 
Employee Administration > Self-Service Management. Click the 
Inactive Accounts tab. If the employee is listed on that tab, see 
step 1a. 

Employee is still having difficulty logging 
in. 

Have them clear cache and cookies, another option is to have 
them attempt to log in using Incognito mode on computer.  
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Issue Resolution 

In Adaptive Employee Experience (AEE): 
User logs in and gets to screen with 
message "Error: Invalid ID isolved Site 
Selection” and is asked to enter isolved 
tenant ID. Why does this occur? 

• They are using the wrong email
address

• They are not properly set up in
Identity (less common)

1. If they are using the wrong email address:
• Check the employee's General screen to ensure that they

are using the correct email for their account.
Example: Joan Smith might have an email they use for
their client user access, and a different email for Self-
Service. The client user account will be allowed to log in
successfully but won't be recognized for an Adaptive
Employee Experience account.

2. If the email address is correct, please have the employee clear
cache and cookies (all time). They can also try to log in using
“Incognito Mode.”
3. If the message persists, please have them enter the 5-digit
tenant ID (support can help if you don’t know this).
4. If the employee cannot access AEE, please submit a case to
Support with the following:

• URL used and how accessed
o if bookmarked, include the whole address.
o Link from onboarding email
o Link from ESS setup email
o Typed in site-specific URL
o Mobile app

• Steps taken thus far, including username (email address).

• Screen shots and/or video of steps taken. Please be sure
that the URL is visible.

• If possible, send Dev Tools HAR file (contact Support for
instructions on how to sanitize prior to sending)

My employee is seeing an error message 
stating "Oops... The server could not 
authenticate your device...". This happens 
from when an ESS Punch Page or Virtual 
Clock was previously set up on the 
computer. 

Have the employee select the button Restore isolved Login. This 
explains that those other options are turned off and redirects the 
employee to log in normally going forward. 



September 12, 2024 

Employee Self-Service Login Troubleshooting 

Self-Service Management 

isolved has also added a screen to manage all emails sent and their status for multiple employees at one time. 
Navigate to Employee Admin Tools > Employee Administration > Self-Service Management. 

Use the “paper” icon to view the user’s ESS activity. 

The name of the employee is a hyperlink that takes you to the General screen in Employee Management, allowing you 
to make changes to the ESS setup, as needed. 

Refer to the Self Service Management article in the University Library for more information. 

https://learning.myisolved.com/library/articles/1141

