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The following is intended to outline our general 
product direction. It is intended for information 
purposes only, and may not be incorporated into any 
contract. It is not a commitment to deliver any 
material, code, or functionality, and should not be 
relied upon in making purchasing decisions.
The development, release, and timing of any 
features or functionality described for Oracle’s 
products remain at the sole discretion of Oracle.
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Program Agenda

• HR Business Challenges

• Customer Success

• PeopleSoft HR Helpdesk 9.0 Overview

• Questions & Answers



Organizational Challenges
• Employees default to 

who they know

• Manual processes 
and spreadsheet call 
tracking

• Inconsistent 
processes and 
answers across the 
organization

• Slow resolution time 
due to lack of 
centralized 
knowledge base 

• Lack of security, 
accountability and 
insight 

• Ineffective use of 
talented HR 
resources

Why didn’t
my pay 

adjustment
show up?

How do I 
change my 

beneficiaries? How do I
modify my

withholdings?

Am I eligible
for 401-K
matching?

Employees

Can I go
negative in 
my vacation 
accrual?

I need to 
arrange a 
personal
leave of 
absence

Can you 
correct my
department
number ?

How do
I terminate

an employee?



Operational Questions…

Employee Satisfaction
• How can I enable employees to 

resolve their own questions?

• How can I improve the 
operational efficiency of the HR 
department?

Call Tracking & Management
• How can I track the number of 

calls that are made against a 
specific issue?

• How can I ensure a quick and 
accurate answer to questions?

Visibility / HIPAA Security
• How can I make sure that only 

specific people can see sensitive 
or secure data?

• How can I ensure that personal 
employee data is secure?

Reduce Costs / Call
• How can I make sure that my 

specialist are not answering basic 
questions?

• What is the best way to route calls 
to the right person, the first time?

Receive 
Inquiry

Close 
Case

Diagnose 
Issue



Com
plexity

Employee Self- Service

E-mail, Chat

HR HelpDesk

HR 
Specialist

Co
st
s

Right level of service –

right solution for each employee request
• 80% of inquiries 

could effectively be 
resolved via self-
service

• Escalation and 
HIPAA compliance 
is essential for 
complex / 
confidential 
matters

• HR HD and Self-
service lower cost 
of service delivery 
and better utilizes 
HR resources The challenge: Increase workforce satisfaction while reducing costs

High

Low Low

The Workforce Service Delivery Challenge



Utilize the 360 Degree of the Worker 
to enable Agents to quickly respond 
to employee questions

Optimize Efficiency to 
provide superior service in 
a timely manor

Consistently assign
The correct Agent to 
the correct request

Service Quality to ensure 
consistent answer

Enabling Capability

Assignment engine allows 
calls to be routed to the right 
person, the first time

The Knowledge base allows for 
consistent answers, and improved 
quality of service

Sensitive Data must be 
protected, and secured 
despite country of origin

Key HR Objective

Built in HIPAA compliance 
functionality  ensures that sensitive 
employee data is secure

Drive HR Compliance to Corporate Objectives



HR HelpDesk Solution at Work

Unified

Channels

Unified

Channels

Email

Phone

Chat

Web Self 
Service

Productivity Diagnosis Analytics

Operational 
Dashboard

Performance 
Management

Knowledge 
Management

Active 
Analytics 

Framework

Quick 
Codes

360 Degree 
View of 

Employee

Complete and Accurate Information Customer
Data

Call/Case 
Creation

Specialist 
Engages

Close Case
System 

Directs Call
Diagnose 
Issue



What Analysts are Saying…

“As organizations provide their HR services more 
effectively and increase workforce satisfaction, 
they will need to leverage solutions that combine 
CRM help desk, and human resources technology 
seamlessly with self-service to deliver the optimal 
worker experience.”
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Cedar Crestone 
2007-2008 HCM Survey:

Conclusion: 
What Really Matters

To achieve service delivery excellence:

• Move to shared services and implement 
an HR-oriented help desk application

To achieve performance excellence:

• Create an integrated talent management strategy 
with competency management at the center

• Whatever you do, stick to it, and excel



A Few Customers…

Retail

Food & 

Beverage

Higher 

Education

High Tech

Government

Insurance

Life Sciences

Other



Hewlett Packard

Need:
• Transform to service-centric from transaction-centric support 

organization

• Utilize one global system and standardize business processes

• Gain visibility and more accountability

• Reduce service costs and training

• PeopleSoft HR HelpDesk, Employee Self-Service, HCM, 
Support, CTI Integration, 

• Integrate to legacy back-office, and HP Portal

Results:

• Global ERM project significantly reduced cost/employee, 
yielding >$50M in savings

• One global deployment of HR Help Desk and HCM

• Over 36 self-service transactions in 11 languages

• Formalized internal service delivery processes and 
standardized global processes

• Utilized OOTB functionality to reduce customizations

Solution:

“PeopleSoft gives us a tight 

pulse on service needs – so 

we can use  knowledge to 

drive innovation. PeopleSoft 

was the only solution that 

could give us an unmatched 

360-degree view.”

Vyomesh Joshi,              

Imaging and Printing Group, 

Hewlett-Packard Company

• > $45 billion in revenue

• > 140,000 employees

• > 1,000 HR agents

• > 180 countries



Mary completes her transactions and gets her 
issues resolved easily and efficiently

All I have to do is 
report my problem 
on the portal – I 

don’t have to figure 
out who to contact

I don’t have to 
figure out what 

type of issue this 
is

HP Support Model Using PeopleSoft HelpDesk Today

Who do I contact?

I will be contacted 
when my issue is 
resolved, so now I 
can focus on my 

work

I can give 
feedback about 
my experience 
and it will be 

used

Is this a system 

issue or an HR 

issue?

How will I know if 

and when my 

problem has 

been resolved?

I can give 

feedback, but 

will it be used?B
e
fo
re

A
ft
e
r



HP Benefits

By streamlining, integrated support processes and 
organizations under a unified global framework …

• Improved cost and activity visibility

• Enhanced user experience

• Ensured consistent implementation of new processes / 
organization models across regions

• Ensured consistent performance metrics for support delivery

• Provided a clear escalation path
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HR Helpdesk 9.0 
Overview



• Leverage Frequently 
Used Solutions -
solutions that have 
resolved cases for a 
specific product in the 
past.  

• Bullseye icon indicates 
that it is a Frequently 
Used Solution. 

Employee Self Service
Search Solutions



• Troubleshooting Guides are a predefined grouping of 
diagnostic questions and answers that are used to guide the 
employee through the resolution of a problem or question

Employee Self Service
Troubleshooting Guides



• FAQs provides Self Service user with access to solutions 
that belong to the solution library with a specific FAQ 
configuration.

Employee Self Service
Frequently Asked Questions



Employee 
Self Service
Enter/Manage Cases



• 360 Degree View of Employees

- Employee Contact Info

- Job Description

- Case History

- Interaction History

- Payroll Data

- Benefits Enrollment

- Absence Management

- Direct Report Listing

• Single Source for Employee HR Data

• Provides a Mechanism to Close Most HR Questions on the 

First Interaction

Helpdesk User: 360 Degree View 
Speed time to resolution of cases



Helpdesk User: 360 Degree View 
Speed time to resolution of cases

Job DataJob Data

Employee Employee 
Case Case 
HistoryHistory

Payroll Payroll 
DataData

Reporting Reporting 
StructureStructure

Benefits Benefits 
SummarySummary



Improving Productivity

• Dynamic knowledge management tools:
• “Solutions” functionality standardizes responses

• Quick Code offers pre-built solutions to create case

• Reduced time to resolution:
• Single sign-on 

• Skills-based ‘Case’ Routing 

• Existing Enterprise HR
data categories

Quick CodeQuick Code



Improving Service Delivery

• Streamlined, Collaborative Business Processes
• Build and share knowledge with Solution Advisor

• Dramatic decrease in ‘wait’ or wasted time
• Built-in communication tools

• Track status, previous applied usage

• Whiteboard Technology

Solution AdvisorSolution Advisor



Improve Efficiency

• Drill Directly to Transactions!!



Text Trays

•Text is automatically 
populated in fields 
using hot keys

•Users memorize 
quick keys or select 
from Text Tray

•Users subscribe to 
System quick keys 
or create their own

•Available in Chat, 
Case and E-mail

Speed data entry for commonly keyed text



Worklist Redesign
Improve agent efficiency and decision making

Prioritization
Notes & 
Comments

Save 
Common 
Searches

System 
folders with 
folder 
counts

Bolded unread 
items

Personal 
folders

Move items 
to personal 
folders



Agent Live Chat
Improve availabilty and efficiency

Guide agent with Guide agent with 

Template Messages, Template Messages, 

URLS, etc URLS, etc 



Grievance Case Creation

The grievance case creation functionality provides several 
benefits to HR organizations

• Provides a confidential means for employees and/or managers to 
submit issues (such as behavioral problems) to the HR HelpDesk

• Allows HR organization with a HIPAA compliant means for tracking
complaints against employees for the purposes of preparing for a
termination

• Prohibits problem employees from viewing cases that have been 
submitted against them



Grievance Case Creation



Service Level Agreements

• Default Agreements

• Agreements based on Case Priority, Customer Value, Case Type, 
Case Category or Case Source

• Agreements that do not require a customer or pricing

• Automatic selection of the agreement – no click required

• Ability to send notifications as a % of SLA commitments

• Holiday schedules included when calculating SLA 
response/restore

• Self-Service

• Automatic agreement selection when self-service case is created

• Visibility to agreement Response/Restore Dates on the Case



Integration to 
Global Payroll 

• Ability to view an 
employees global 
payroll 
information

• Ability to connect 
to multiple 
payroll systems 
internationally

• Silo views of 
payroll data



On Behalf Of Case Creation 

• Ability to open a case on behalf of another employee
• There will be many instances when an employee will be unable to submit a 

case to HR themselves.  This new functionality will allow another employee 
or Manager to open cases on their behalf.

• Searching against the employee or the submitter of the case
• HR HelpDesk staff and Management will have the ability to search for a 

case either by the person who submitted the case, or by the person for 
whom the case was submitted

• Greater flexibility in employee support
• An organization’s workforce is their most valuable asset.  There is 

tremendous value in being able to provide you workforce flexibility when it 
comes to interfacing with the Human Resource department.



On Behalf Of Case Creation

This case was reported 
by Alex Ash on behalf of 

Terry Murphy



Person Data Model Uptake 

By providing integration support between CRM HelpDesk for 
Human Resources 9.0, and HCM 8.9/9.0 there are several new 
pieces of functionality that are now available:

•Support for Person of Interest (POI)

• A POI is someone who is entitled to support from the HR organization, 
that probably will not have a specific employee ID #.  An example of a 
POI is the beneficiary/widow(er) of an employee who is entitled to 
benefits, or a member of the Board of Directors.

•Support for Contingent Workers

• A contingent worker could be a temporary worker or a contractor. In 
either case this worker may not have an employee ID #, however for the 
duration of their contract may be entitled to support from the HR 
organization



PeopleSoft Operational Dashboards

Monitor events to 
identify exceptions & 
anticipate issues 

Analyze bottlenecks 
& opportunities to 
identify options

Act proactively & in 
real-time to change 
business processes

On-Demand Business Intelligence



HelpDesk built specifically for HR with real-time 
integration to HRMS

Only PeopleSoft Delivers…

State of the art infrastructure for case management, call 
tracking and problem resolution

Significantly lower total cost of ownership




