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PEOPLESOFT ENTERPRISE
HELPDESK FOR HUMAN
RESOURCES

ORACLE’
PEOPLESOFT ENTERPRISE

FEATURES

* Leverage a prebuilt, secure,
real-time integration with
Oracle’s PeopleSoft and
eBusiness Suite Human
Resources solutions

* Provides a seamless user
experience across HelpDesk
and HR applications

Direct view-and-edit
accessibility to HR data and
applications in real time

* A one-stop shop for all HR
support activities

BENEFITS

Lower cost of HR service
delivery

Ability to easily operate a
comprehensive internal HR
support organization

Provide HR professionals with
tools for rapid and consistent
resolution of common
inquiries and problems

Best practice service delivery
capabilities

Insight HR management
needs to take action

Now more than ever HR organizations are faced with the challenge
to contain and reduce costs. Staff reductions can leave fewer HR
staff to manage service delivery. HR organizations are plagued
with inefficient service delivery models. Service delivery processes
and best practices are not defined or inconsistently followed.  And
although you may provide HR self-service and portal content to the
workforce, these self-service channels are often not utilized enough
to achieve needed cost savings. To address these challenges, many
HR organizations are looking at how they can reduce costs by
streamlining HR service delivery. The Oracle Workforce Service
Delivery strategy has three main components: portals, self-service,
and an HR help desk.

Increase Adoption of Lower Cost Service Channels

Each employee has their preference in how to contact HR to get help with their
inquiries. Some employees may prefer to use the portal or a knowledgebase to help
themselves 24x7, whereas others would rather pick-up the phone and talk to a HR
contact. The HelpDesk for Human Resources enables HR organizations to provide
the variety of channels that employees want or need to contact HR and encourages
adoption of lower cost channels like self-service and email by making it simple for
employees to find the information they are looking for and by providing a consistent
service experience regardless of the channel utilized.

Deliver quick answers to questions with self-service knowledgebase

HelpDesk for Human Resources (HR) offers self-service capabilities that enable the
workforce to search a knowledgebase, browse FAQs by topic, or use an interactive
branch script to get answers based on their specific answers to a series of questions.
The knowledgebase search is keyword based and provides search results that are
scored for relevancy. Knowledgebase content can be segmented and secured based
on criteria such as employee location and role, resulting in knowledgebase search
results that are personalized to the employee.
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HMO Benefits - California

H
H
5
1

You may use only in-network

How the plan works doctors and facilities exceptin
emergencies

Calendar Year Deductible Mo deductible

Coinsurance (percent plan pays of

covered expenses after 100% after applicable copays

copays/deductibiles)
Calendar Year Out-of-Pocket Maximum |51,500/member and $3.000.family

:
|
B

Doctor’s Office Visit 510 copay

55 copay age 23 monihs or younger, $10 copay over
Well-BatryWeil-Child Care age 23 months (frequency based on our guidelings)
Routine Physicals (age 7 and above)  [510 copay (frequency based on our guidelines)

i

Inpatient semi-private room and board |100%
Outpatient Hospital services 510 copay per procedure
Other Medical Care

$5 generic; $10 brand name 3t a contracted pharmacy
for a 100-day supply

55 generic: $10 brand name through a contracted mail
order pharmacy for a 100-day supply where available

Retail Prescription Drugs

Mail Order Prescription Drugs

Outpatient X-ray and Lab Service 100%
If you need more information please visitthe pur website or call HR Sendces at 1-800-444-2990
he

Rich text knowledgebase content provides content that is specific to the employee

searching the knowledgebase in self-service

Knowledgebase content can either be built by your HR organization or the
knowledgebase can leverage existing content and search external content like
policies and procedures documented on web pages and in files making that
information available in the search results. For content built in the HelpDesk for
HR, a rich text editor is provided to administrators to enable the creation of rich text
content that can contain links to HR self-service pages, directing employees to help
themselves even further.

Empower employees with choice in how to interact with HR

The HelpDesk for HR provides a variety of live and offline channels for the
workforce to contact HR when direct interaction with HR is required for more
complex issues that cannot be resolved by the knowledgebase, portal or HR self-
service.

When live interaction is preferred or required, the phone and chat channels can be
made available. Computer Telephony Integration (CTI) provides the workforce
with an interactive phone experience, where the caller can provide information such
as employee ID, type of issue or the ID for a particular Case, and the agent that is
routed the call will receive an automated screen pop of the employee’s HelpDesk for
HR information when they pick up the phone. An employee can initiate a chat
interaction with HR through any self-service page for real-time issue resolution and
collaboration. The chat functionality is part of the Multichannel Communications
solution and is fully integrated to the HelpDesk for HR, enabling agents to create
Cases from the chat user interface and for the chat history to be saved as part of the
interaction and case history. Through chat, agents can also push web pages to
employees, popping a web page on the employee’s desktop, for example a self-
service or benefit provider web page.

» ORACLE



ORACLE DATA SHEET

To contact HR offline, the workforce can send email or create a Case through self-
service. The Email response management system (ERMS) is part of the
Multichannel Communications solution. Automation streamlines the ERMS
process, enabling intelligent auto-responses with answers to employee questions and
or the automatic creation of a Case in the HelpDesk for HR system. With
Multichannel Communications, HR can more quickly and effectively respond to
inquiries via email.

With the HelpDesk for Employee Self-Service solution, the workforce can create
and update existing Cases. Self-service Case creation is simple for employees to do
and prompts the employee for basic information about the inquiry to ensure that it is
routed to the right person to address the issue.

Provide consistent service across all interaction channels

Regardless of the channel the workforce uses to contact HR, employees can expect a
consistent service experience. All channels route inquiries based on the type of
issue, ensuring that it will be routed to the right person the first time. When the
channel interaction results in the creation of a Case, a service level agreement is
assigned and enforced providing a commitment to employees to respond to and
resolve the inquiry within a specific period of time. And competency and skill level
based skill assignment of Cases is used to ensure that the agent skills are appropriate
for the inquiry, enabling you to leverage your resources more strategically and
reducing the cost to serve.

Optimize Service Delivery Processes

Optimization of service delivery processes across HR is critical to reducing the cost
of service delivery. HelpDesk for HR was built specifically for HR organizations
with HR service delivery best practices built-in. Your HR organization can rapidly
and consistently resolve common service inquiries, adhere to service delivery best
practices and reduce your risk and liability when working through complex or
sensitive employee matters.

Rapidly resolve inquiries

It is critical that the help desk solution is easy to use and makes the HR agent’s job
easier. The HelpDesk for HR does just that, providing an outstanding user interface
with Web 2.0 interactivity, as well as a productive user interface and integration to
HR that enables HR agents to rapidly resolve inquiries.

It is estimated that 60% of HR service inquiries are simply data verification
questions. For example an employee wants to verify that the tax change that they
submitted went through. To enable the quickest resolution possible for those data
verification questions, the 360-Degree View is available to the HR agent providing a
complete view of a worker’s HR information. Additionally HR agents can perform
HelpDesk for HR functions, like view existing cases and case history, as well as
create new cases. With a combined view of HR and help desk all in one page, the
need to navigate to various transaction pages within the HelpDesk for HR or in the
HR system is eliminated, dramatically improving user productivity.
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With delivered integration to both PeopleSoft and eBusiness Suite HR systems, the
360-Degree View displays HR summary data for the employee “caller” like personal

profile information benefits summary, absence information, job data, payroll data

and direct reports (if the employee is a manager). The HelpDesk for HR 360-
Degree view honors the HR security and does not display HR object information
that the user would not be able to navigate to directly in the HR system.

Job Code 676
Date of Hire 1
Employment Status

Position Director

Organization Progress Finance
Supervisor EmplID
Standard Hours 40.00
Collective
Agreement
Payroll System Bi weekly

Job Description D
Person Type
Employment Status
Date

Employment
Category

Location

Fulltime-Regular

Admin Location

Supervisor Name |\
Work Period \

week

n,Mrs. Yvonne Michelle

Employee Category

Company
Job Title D
Payment 06/1

Pay Frequency S

Tax Location M2-
Type Federal

Withholding 5
Allowances

Special State Tax
Info

Additional Percent 0.000%
Additional Amount 0.00
Override Tax Amount 0.00

Override Tax Percent

Address 3

Pay Group Vision

Currency Code

Period End ¢

Federal Marital Status Mar

MA | Type

1| Total Earnings

o | Taxable Gross
Total Taxes
Total Deductions

Net Pay

The Job and Position Summary and Pay Summary are two of the five sections containing

HR data on the 360-Degree View

The best practice in a service center is for a case to be created for every inquiry that
is handled by an agent, regardless of how routine the employee question. The reason
for this is to be sure that you can accurately report on every type of inquiry that has
come into your HR service center. To simplify the case creation and resolution
process for the most routine questions, with 2 clicks from the 360-Degree View or
the Case, the HR agent can automate the creation, categorization, and resolution of

cases for your service center’s frequently asked questions.

To further improve HR agent productivity, the HelpDesk for HR delivers a
framework that simplifies the handling of global issues that affect many employees.
For example, in a scenario when a payroll error results in inaccurate employee
paychecks, an influx of inquiries could result and overwhelm HR staff. With the
global issue alerting framework staff is alerted to global issues and can simply and
quickly associate new inquiries to the master global case. When the global case is
resolved, all related cases for all affected employees will be automatically closed
and the affected employees emailed with the resolution. The system can also alert
an agent when an employee may be answer shopping and prevent the creation of
duplicate cases in the system.
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Ensure service delivery best practices

The HelpDesk for HR delivers complete case management capabilities, enabling HR
organizations to capture and categorize inquiries in order to understand trends and
guide users through case management best practices. With the HelpDesk for HR,
you can deliver a centralized knowledge base integrated to case management,

enabling information to be shared across HR for the consistent and quick resolution
of inquiries.

Even greater productivity can be gained from the HelpDesk for Human Resources
by making it simple for HR agents to quickly navigate to the PeopleSoft or
eBusiness Suite HR pages to either make an update or retrieve more information.
HelpDesk for Human Resources “Action Links” deliver predefined drop-down lists
of commonly accessed HR pages organized by category, with over 130 links to
pages related to Benefits, Payroll, Stock, Learning Management and more. With one
click to select the HR page from the drop-down list and a second to click the go
button, the HR agent is directly logged in to the HR application with single sign-on
and taken directly to the record of the worker they are assisting. Security controls
control access to the HR pages and the user is authenticated prior to transferring.

ORACLE’

Favorites  Main Menu > HRHD Worker 360-Degree View

Case History | Select One.. v

Case ID
Employee 1D
Summary

Status
Employee Name
rsonal information Contact Method

pe .oracle.com

m Solytion (2) || Summapy || Notes(0) || Tasks(0) || CaseHistory | Related Cases(0) @ [®

| Cose Information |
Employee S
National ID 5 m More
Department Human Resources [ clobal case
Location Name Corporation Headquarters [Jsecured case
Alternate Contact QE Quick Code | Update Personal Info-PSFT v
Contact Method asantos@apms.us.oracle.com Edit Case Type | Administrative v
Rapovted By Antod Swnios i3 *Case |External v
Visibility

v

Details

T *Case Status | Open - Research

[JResolved by First Contact

2
Provider Group |General Inquiries Q.7
- 7
Problem Information Assigned To QM &
*Problem Summary Agreement & Clea

Update personal information &
Agreement 2

Description Details

Employee would like to update personal information. | Shagory [ERreTes sk
Specialty Type | Personal Information
Detail | Update Info

Case Priority Low

CHEIEAEIES

Case Severity | One Affected

Description HRMS - al Data
Human Resources | parsonal Data

Benefits | Heal!

lans

Payroll | Payc!

k - USF

Stock | Stock Exercise

AN
282 8/8 8

Training | Training Summary

Save Case Find Solutions. Escalate Case Match Cases

Action Links provide seamless navigation to pre-defined HR transactional pages in

eBusiness Suite and PeopleSoft HR

Best practices can be further enforced by guiding agents through the steps or tasks
that they need to do based on the type of HR service inquiry they are handling. For
simpler inquiries, the system can recommend what the user should do to resolve the
inquiry, be it to view a specific solution in the knowledgebase, or use an action link
to access a specific page in the HR system.
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For more complex processes where there may be multiple steps that need to be
carried out by many individuals or other groups over time, Task Management
capabilities can be used to orchestrate that process. Tasks are automatically
generated and assigned based on the type of inquiry and workflow is used to alert
assignees to tasks assigned to them.

The HelpDesk for HR delivers comprehensive and fully configurable workflow
management, with an alert and notification engine that keeps case resolution on
track. Agents and management can be alerted when cases are reassigned, if a
service level agreement commitment is at risk, when escalation is required, and
much more. Service Level Agreements (SLAS) are another important component to
best practices, ensuring timely response to inquiries, adherence to commitments and
identification of SLA adherence bottlenecks. The workflow engine also keeps
employees in the loop with email notifications regarding case updates and case
closure email with case solution information.

Reduce risk and liability

The HelpDesk for HR was designed to enable HR organizations to securely track
and handle the most sensitive of HR employee issues in order to protect the privacy
of sensitive employee information, reduce liability, and ensure HIPAA compliance.
Those features include:

« Caller verification and validation. HR agents can verify callers by leveraging
workforce personal profile information populated on the 360-degree-view page.
This provides the information needed to validate the caller’s identity before
disclosing sensitive HR data.

Case security. When a case contains sensitive information, HR agents can
mark the case as “secured” which limits access and visibility to that case to
only the group and or individual assigned to the case.

- Grievance support. For grievance related cases, HR agents can identify the
employee that is reporting the issue, and who it is being reported against.
Security will ensure that the person for which the case is being reported against
cannot access the case in self-service and the case does not appear in that
person’s 360-Degree View.

Single sign-on. With single sign-on, HR agents need to sign on only once to
have immediate access to the PeopleSoft HelpDesk for HR, PeopleSoft HRMS,
eBusiness Suite HR and third-party applications—increasing agent and
organizational efficiencies.

The case management functionality supports the needs of longer term issue
management and resolution often associated with complex employee issues. Notes
and attachments functionality keep a complete history of all interactions that have
occurred related to the case. Parent/child case management provides the ability to
associate other related incidents as children to the parent case. Changes to the case,
like assignment changes, addition of notes and any other field changes, are tracked
in the case history along with who made the change, the value before and after, and
when the change was made. This auditing and history tracking ensures
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accountability through the process and reduces organizational risk.

Ensure Continuous Service Delivery Improvement

Realizing an effective HR service center strategy is an iterative process. Your HR
service delivery process will need to adapt as your HR processes, programs and
initiatives change. And in order to be as effective as possible, it is important to
understand how well you are doing operationally, and where improvement is
needed.

Analyze service operational performance

The HelpDesk for HR delivers solutions to gain insight, from transactional,
operational to analytical reports to help HR organizations understand inquiry trends
and service delivery effectiveness. Crystal reports, interactive reports and the CRM
Warehouse provide out of the box reporting and analytics. And Oracle technologies
like XML Publisher and OBIEE can be used with the HelpDesk for Human
Resources solution.

Continue the service dialog with the workforce

Help desk operational reporting will help organizations understand inquiry trends,
SLA adherence, and knowledge base effectiveness. Those statistics don’t provide
enough insight to your workforce’s service experience which is an important
component of effectiveness. To understand customer satisfaction, the PeopleSoft
Workforce Communications solution provides surveying functionality integrated to
the HelpDesk for HR, delivering surveys to customers upon case resolution. HR
organizations can gain insight to how satisfied their customers are, where
improvement is needed and if satisfaction is linked to certain types of issues or
individuals in the HR organization.

Workforce Communications also enables HR organizations to deliver proactive
service communications to educate the workforce on the most common service
inquiries using the email and web. HR organizations can deploy regular service
newsletter communication campaigns to raise awareness of lower cost channels, top
issues, and to ultimately reduce HR inquiry volume.

Adjust service delivery strategies

The insight that HR organizations gain from service delivery operational reporting
and surveying provides HR with the information they need to more effectively
deliver service. For example, a change in the absence policy may have caused a
recent increase in inquiries related to leave of absence. As an organization you may
decide that this frequently asked question should be created as a Quick Code in the
system.

The HelpDesk for Human Resources is a highly configurable system enabling HR to
quickly adjust the system to better meet your service needs. Field labels can be
changed, drop down options can be updated, workflow can be configured and much
more. The flexibility of the HelpDesk for HR will reduce your IT costs and make
service delivery more agile.
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Why Oracle?

Oracle’s PeopleSoft Enterprise workforce service delivery solutions can help you
cut HR administrative costs, increase employee satisfaction, and boost workforce
productivity through a single sign-on interface for all HCM transactions, HR-
specific help desk technology, and a multitude of self-service HR functions. These
solutions enable you to:

« Reduce the burden on HR staff with employee and manager self-service

« Achieve best practices through self-service, secure sign-on, portals and
shared service models

« Increase employee satisfaction and streamline employee inquiries with HR
help desk

Contact Us

For more information about PeopleSoft Enterprise HelpDesk for Human Resources,
please visit oracle.com or call +1.800.O0RACLEL to speak to an Oracle
representative.

@ ‘ Oracle is committed to developing practices and products that help protect the environment
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