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Password Reset Use Case Brief
Whether initiated by a mandatory reset for security compliance or simply because a password was 
forgotten, resetting passwords is one of the most common call drivers for IT service desks. In fact, a typical 
enterprise will see password resets account for 20-30% of all IT service desk calls. 

Barista goes beyond conversational interfaces by delivering your employees a consumer-like password 
reset experience that is similar to ones they encounter when resetting passwords on their personal financial 
accounts. Barista uses a multi-factor authentication process, sending a security code to a predetermined 
address, such as a cell phone or email to verify an employee’s identity. Once identity has been verified, 
Barista enables the employee to reset the passwords to Active Directory (AD) or any SAML 2.0 compliant 
tool, for Single Sign On (SSO) without service desk intervention. Barista can assist even if the employee has 
ignored all notifications and is locked out.
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Announcement: Sending Password Reset 
Reminders Today 

Published: 2019-01-23
Due to recent security concerns, we 
are proactively sending out password 
reminders to all employees. Barista can 
easily help you reset your password. 
Look for a notification soon.

DISMISSETA is 16 days ago

Please reset your password

Your corporate password is about to 
expire! Please click start to reset your 
password.
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Good security hygiene requires that enterprises mandate password resets at 
regular intervals, such as every 90 days or the first of the year. When resets 
are mandatory, employees often ignore notifications and eventually find 
themselves locked out. When employees cannot log into their systems, it 
costs your enterprise in terms of lost productivity from both the employees 
and service agents. This is frustrating for service desk personnel as it is a 
highly repetitive function that keeps them from performing activities that can 
be more impactful to your enterprise. 

When password resets are mandated, Barista can proactively notify 
employees of the need to reset their passwords via an in-app notification on 
their mobile devices and provide them with a link to confirm their identities 
and complete the process. This keeps the mandatory process top of mind for 
employees while keeping service desk agents focused on their jobs.



Forgotten Passwords are No Longer 
a Problem

Tool Management is Simplified

Password reset issues don’t only occur during mandated resets—employees 
forget passwords all of the time (as evidenced by the fact that password 
resets account for 20-30% of service desk calls). Unlike mandated password 
resets that actually give employees time to figure out what to do, forgotten 
passwords happen at any time with no warning. In most cases, it is because 
an employee hasn’t needed access in a while. Or it could be because of a 
vacation or extended leave. But, whatever the cause, a forgotten password 
means productivity comes to a halt or cannot begin.

Another issue with forgotten passwords is they happen 7x24—which means 
they often happen nights and weekends. The good news is that Barista 
doesn’t take time off, so your employees can easily and securely reset their 
passwords even if service desk agents are not available to help.

Some enterprises have separate, dedicated password reset tools deployed today, and yours might be one of them. 
Since each IT function (e.g., password reset, distribution list management, software access management, etc.) typically 
requires a unique tool, the sheer volume of tools makes it hard for employees to keep track of them.

Whether employees are asking to reset their passwords, manage their distribution lists, or simply looking for 
assistance about a device or app, Barista delivers a single place for employees to ask for help. By integrating with 
an existing password reset tool, or leveraging the built-in password reset capability of Barista, the one-stop shop 
approach makes it easier for your employees to be self-sufficient and stay productive.

ABOUT ESPRESSIVE  Espressive is the pioneer in AI for enterprise service management (ESM), redefining how employees get help by delivering exceptional employee 
experiences. Barista, our VSA, brings the ease of consumer virtual assistants, such as Amazon Alexa and Google Home, into the workplace. Barista automates 
resolution of employee questions with personalized experiences that result in employee adoption of 80 to 85% and reduced help desk call volume of 40 to 60%.  
Visit us at Espressive.com to learn more and request a demo.
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