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HELPDESK FOR  
HUMAN RESOURCES 

 

   
  

 

 

Deliver world-class 
service. 

Increase productivity 
and reduce costs. 

Leverage existing 
investments. 

 

 The efficiency and effectiveness of your human resources help desk is an important 
factor in maximizing employee satisfaction and productivity. And yet most 
companies implement solutions that duplicate other HR efforts, don’t leverage agent 
talent, and slow problem resolution. As a result, HR departments find themselves 
overwhelmed, low-cost service channels aren’t leveraged, and organizations are 
plagued with inefficient service delivery models.  

Oracle’s PeopleSoft Enterprise HelpDesk for Human Resources is an intelligent, 
integrated solution that optimizes HR practices across the workforce. It gives 
organizations the ability to operate a comprehensive internal support organization 
that maximizes productivity, increases worker satisfaction, and enables a lower total 
cost of ownership by leveraging existing investments. With Oracle’s PeopleSoft 
Enterprise solutions, you can provide support for the extended workforce through its 
full lifecycle—from initial employment acceptance to retirement and every step in 
between.  

HelpDesk for Human Resources leverages a pre-built, secure, real-time integration 
between Oracle’s PeopleSoft Enterprise Customer Relationship Management 
(CRM) and Human Capital Management (HCM). HelpDesk for Human Resources 
provides direct view-and-edit accessibility to HR data and applications in real time, 
making the help desk a one-stop shop for all HR support activities.  

Rise to High Expectations 
In today’s competitive environment, customer service is a key differentiator. This is 
as true for your organization’s internal customers—your workforce—as it is for your 
external customers. At a time when expectations are continually on the rise, the 
PeopleSoft Enterprise CRM technology makes a tangible difference in service 
delivery. Features like employee case management, call tracking, and problem 
resolution enable your HR staff to redirect their focus from administrative tasks to 
strategic business activities, improving staff efficiencies and job satisfaction.  

Knowledge Management  
When problems arise, you have a variety of tools to resolve them, including 
powerful natural language and keyword search capabilities that help agents quickly 
determine the best solution to a problem—weighted, ranked, or scored by accuracy. 
By leveraging both internal and external content, we help you reduce the time to 
resolve reported problems, drive best practices across the enterprise, and enhance 
agent productivity. You can also add your own solutions and use Quick Codes to 
build rapid responses to your most frequently asked questions. 
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E f f i c i e n t  Cas e  M ana ge me nt    

Expand user efficiency with Oracle’s PeopleSoft Enterprise CRM technology for case 

management, call tracking, and problem resolution.   

Branch Scripting  
With HelpDesk for Human Resources’ branch scripting capabilities, you can 
develop standardized templates of similar questions and answers to use in multiple 
scripts or personalize script delivery based on agent needs. This ability to tie 
solutions directly to scripts and solve workforce problems on the first call results in 
fast, consistent solution delivery across your entire operation.  

Prescriptive Analytics  
Robust, behind-the-scenes analytics guide agent actions, enhance the value of 
employee interactions, and help enforce the adoption of best practices. These actions 
or next steps can be defined based on a number of different fields on the case page 
or can seamlessly access more than 50 of the most used transactions in Oracle’s 
PeopleSoft Enterprise HRMS, including Benefits Administration, Payroll, Stock 
Administration, and Enterprise Learning Management.  

Service-Level Management  
HelpDesk for Human Resources supports the processes of planning, coordinating, 
drafting, agreeing, monitoring, and reporting service-level agreements. Features 
include the ability to define different service levels by role, department, contact 
method, and case priority; to determine response and restore times; and to track and 
report on service-level violations.   

Increase Productivity and Reduce Costs  
Many HR departments focus on increasing their efficiency through administrative 
excellence. But if the workforce doesn’t know what your policies or practices are or 
can’t easily put them into practice, the workers become confused, dissatisfied, less 
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effective, and more costly. HelpDesk for Human Resources contains a number of 
features that improve productivity by improving operational efficiency.  

Multichannel Support and Skills-Based Routing  
You can deliver consistent, efficient, and personalized customer service, regardless 
of the communication channel or location of the agent/specialist. Integration to 
PeopleSoft Enterprise HRMS provides vital competency information that ensures 
that agents are prepared to handle workforce issues, while intelligent call routing 
and universal queuing direct calls to the agent with the best skills match, every time. 
Also included are extensive self-service capabilities that enable employees to 
resolve their own issues or questions, further reducing the cost of delivering HR 
services.  

3 6 0 - D e gr e e  V i ew  o f  t h e  W or k f or ce  

HR agents can use HelpDesk for Human Resources’ 360-degree view of every employee’s 

case history and HR data to quickly manage and resolve issues in real time. 

360-Degree View of Common Workforce Data 
By leveraging PeopleSoft Enterprise HCM as the database of record, you can reduce 
implementation and maintenance costs in multiple installations, avoid duplicate 
data, and ensure that agents have the most up-to-date information. HR agents can 
use HelpDesk for Human Resources’ 360-degree view of every employee’s case 
history and HR data to quickly manage and resolve issues in real time.  

Reporting and Analytics  
Using comprehensive PeopleSoft Enterprise reporting and analytic solutions you can 
collect, manage, and enrich data from internal and external sources. This makes it 
easy to quickly create “portfolios” of your workforce and proactively manage and 
optimize their performance based on key enterprise metrics. Crystal Reports enable 
HR staff and agents to extract information from both the PeopleSoft Enterprise 
CRM and HRMS databases to measure and manage performance.    
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Security  
Oracle’s PeopleSoft Enterprise solutions contain a number of features designed to 
protect the privacy of sensitive employee information, reduce liability, and ensure 
HIPAA compliance, including:  

• Caller verification and validation. Verify callers by leveraging enhanced data 
that is automatically populated on the 360-degree-view page. The workforce 
personal profile section provides a series of challenge questions to validate the 
caller’s identity before disclosing sensitive HR data.  

• Enhanced security. Regulating the administration of sensitive workforce data 
to allow only authorized access and/or update capability streamlines case 
resolution and adds an additional level of security for highly sensitive HR 
areas.  

• Single sign-on. With secure access to their level defined in PeopleSoft 
Enterprise HRMS, agents need to sign on only once to have immediate access 
to the PeopleSoft Enterprise CRM, HRMS, and third-party applications—
increasing agent and organizational efficiencies.    

Leverage Existing Investments  
Many organizations have pieces of HR data stored in disparate systems. 
Organizations with multiple, specialty help desks already in place can leverage their 
current IT investments by using Oracle’s PeopleSoft Enterprise solutions to integrate 
support into a single help desk. Interfaces can also be simplified by having HR data 
flow back and forth from a single help desk solution, instead of several.    

S ol u t i o n  M an ag e m e n t   

Powerful natural language and keyword search capabilities reduce the time to resolve 

reported problems, provide consistency and accuracy, and deliver the ability to drive best-

practice solutions across the enterprise.   
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Real-Time, One-Click Integration  
With HelpDesk for Human Resources, agents and specialists can quickly resolve HR 
questions— including data updates or transactions in the HRMS application—with a 
single click. Using the pre-built integration in the PeopleSoft Enterprise solutions 
reduces data entry, improves data accuracy, leverages existing system investments, 
and lowers total cost of ownership by eliminating custom integration.  

HR-Specific Knowledgebase Integrations  
The extensive integration capabilities in the PeopleSoft Enterprise solutions include 
a framework against which third-party knowledgebase solutions or homegrown 
solutions can be certified, ensuring that you are able to leverage existing investments 
when providing resolution to issues or answers to questions.  

Personalized Integration  
HelpDesk for Human Resources provides direct links from the case page back to the 
most frequently used transaction pages in PeopleSoft Enterprise HRMS. In all, more 
than 50 configurable personalized integrations are provided. At the same time, 
information about any member of your workforce can be instantly updated due to 
the solution’s real-time enterprise integration point to the PeopleSoft Enterprise 
HRMS database.  

The HelpDesk for Human Resources Advantage  
Oracle’s PeopleSoft Enterprise HelpDesk for Human Resources is a unique 
workforce service delivery solution that improves the productivity and effectiveness 
of your HR department, as well as your workforce. The solution is designed to 
enable HR professionals to provide the highest levels of service while increasing the 
self sufficiency of employees—both of which ultimately lower costs and ensure high 
morale.  
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