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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
e Customer Success

* PeopleSoft HR Helpdesk 9.0 Overview
* Questions & Answers
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. 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

How do |
Why didn’t change my
my pay beneficiaries? How do |
adjustment modify my
show up? withholdings?

Am | eligible
for 401-K
matching?

| need to
arrange a
personal

leave of

Can you
correct my
department
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. Operational Questions...

Call Tracking & Management Visibility / HIPAA Security
* How can | track the number of * How can | make sure that only
calls that are made against a specific people can see sensitive

specific issue? or secure data?

« How can | ensure a quick and * How can | ensure that personal
accurate answer to questions? v employee data is secure?

i Receive Diagnose Close
Inquiry Issue Case 4
Z= G v

Reduce Costs / Call y N Employee Satisfaction
* How can | make sure that my « How can | enable employees to
specialist are not answering basic " resolve their own questions?
questions? H :
_ * How can | improve the
* What is the best way to route calls operational efficiency of the HR
to the right person, the first time? department?
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.The Workforce Service Delivery Challenge

- 80% of inquiries Right level of service —
could effectively be  right solution for each employee request

resolved via self-

service High

* Escalation and
HIPAA compliance
Is essential for
complex /

confidential HR HelpDesk
matters

* HR HD and Self-
service lower cost
of service delivery
and better utilizes
HR resources

E-mail, Chat

Employee Self- Service

The challenge: Increase workforce satisfaction while reducing costs
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. Drive HR Compliance to Corporate Objectives

Key HR Objective Enabling Capability

Optimize Efficiency to
provide superior service in
a timely manor

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

7

Consistently assign
The correct Agent to
the correct request

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

consistent answer

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

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

VIRV

I Service Quality to ensure
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. HR HelpDesk Solution at Work

Unified
Channels

Web Self
Service

N —————

\
Complete and Accurate Information ——» - ggts;omer
Call/Case System Specialist Diagnose Close Case
Creation Directs Call Engages Issue
. Operational
== Quick A Knowledge (u[llﬂ Dashboard
Codes Management =
360 \E/)ieeg\gl\:eoef "i @ An:\l(;/iii\clzi Q/ Performance ‘L .
Employee Framework <. Management ‘ V
Productivity Diagnosis Analytics
J
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.What Analysts are Saying...

“As organizations provide their HR services more
Ga rtner 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 PR ...
CE L.fﬂ_!&tCRES:I'DNE

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
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. A Few Customers...

Food & Um Brands @ PEPSICO

Beverage FE% @ Topicana @
Higher PrincetonUniversity 2 DEPAUT
Education S

Retail & TARGET 5.':;‘,.".": £\ Albertsons

US. Department of Housing

County of
and Urban Development

Government Ve ntura

Other Qwest—/ ~IriNet m:gf
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Need:

Hewlett Packard

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

Solution:

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

'

in v e n t

“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
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. HP Support Model Using PeopleSoft HelpDesk Today

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

% Who do | contact? issue or an HR and when my feedback, but

E ISSU67 iroblem has ‘l“” ‘l il Hilii
All | have to do is | don’t have to | will be contacted | can give

= report my problem figure out what when my issue is feedback about

£  on the portal — | type of issue this ~ resolved, so now | my experience

< don't have to figure s can focus on my and it will be
out who to contact work used
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. 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

ORACLE



HR Helpdesk 9.0
Overview
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. Employee Self Service

Search Solutions
Erequently Used

*Business Unit| V|
 Leverage Frequently
Used SOIUtionS - Search Text benefits Search Advanced Search Search Tips

solutions that have
resolved cases for a o] eacorotion 5id this soive

1D your Problem?

SpeCiﬁC prOdUCt in the Marriage/Beqgin Domestic Partnership - What to do?

Marriage/Beqgin Domestic Partnership Review your
past @ g0% 300047 Spouse's or domestic partner's benefits so you can YES || NO
- coordinate coverage to your best advantage.
Consider whether to add your spouse or domestic
par...

If ¥You Become Disabled and Cannot Work
If You Become Disabled and Cannot Work Notify

® BUIlseye |C0n Indlcates ()] 89% 300051 YOUr manager 3s So0on as possible. If yvour illness, YES MO

injury or pregnancy causes frequent absences or an

that It |S a Freq uently abzence lasting more than 10 consecutive

working ...

Used SOI ution . How to view vour benefits summary

Ta view your benefits summary, login to the
e 8% 301055 employee portal and go to the Benefits Home Page. YES MO
Then click Benefits Summary. If you have any
guestions about your benefits, call the HR Help Desk
Or Cre...

Birth/Adoption of a Child - What to do when the
child arrives

MNotify the Benefits department and make any
* 87% 300016 henafite rhanass within 20 dawve nf vanr child's YES HO
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. Employee Self Service

Troubleshooting Guides

«  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

‘\\ﬂ'ruuhleshuoting Guide

Exe
Bent« Troubleshooting Guide

Hel Exe%rauhleshaating Guide

Bene
ope Ex: %uuhIEEhuuting Guide
Ben

In:

the Execute Script

M penefits Troubleshooting-55

wi

Hz Which employment event occurred to yourself, spouse or partner?

Com (%) Change in PT or FT Status
() Employment Termination
) Mew Employment
Con
Fi Comment
T Retur
Finigh Save for Later Save Previous | Mext |

- Finizh Save for Later Mext m



Employee Self Service
Frequently Asked Questions

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

configuration.

HelpDesk
Frequently Asked Questions

To view frequently aslked custormer questions, choose a topic from the drop-down menu, If your
problem cannot be found here, consult our Troubleshooting Guide or call Customer Support.,

Frequently Asked Questions

*Business Unit| HR HelpDesk USA v

*Tupic|Pngram..-’Service v| | Search

Praoblern Description
kKeyboard Ergonomics
Comrmunity Service Helping Hand - How vou can help?

What are Workplace Ergonomics?
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Manage Case

Case 220576
Case Information

E m Io ee Business Unit HR HelpDesk USA
Employee Cassandra Jacobson

Contact Details Hs0za- Edit Contact Details

[
Se If S e rVI ce CIACOBRSOMN@pssales.peoplesoft.com

Enter/Manage Cases Case Trpe Qoo

Category Training and Education

Search Criteria
Specialty Type Course Prerequisites

Customer Antonio Santos . Lo
Detail Bypass Prerequitsites

*predefined Search | All my cazes

All cases that I am the contact for
Al my cazes

All my open cases

Cases that I reported for others

Problem Summary Training Prereguisites

Search Adva Priority Medium

Impact
Search Results Cpen cases that I am the contact f
Case |Surr1rr|E|rv Open cases that I rlepc-rted for oth Assigned To Timo Treels
220413 Tax Ehange not on paychack Date Created 10/09/06 6:054M

Closed
220412 Leave of Absence
Close Case

Motes and Attachments I

[* Live Chat with Agent
=~ Live Chat with Agent

* Required Field
Suhjectl Hurnan Resources

Question I've got a question, Can you help?|

Get Auto-answwer

= value) to OPEN T

-

Contact Me Regarding thiz Prokblem

Return to Case Search




. Helpdesk User: 360 Degree View

Speed time to resolution of cases

« 360 Degree View of Employees

Bed-Degree Yiew Tasks

- Employee Contact Info [ oo T —| . r N |
- Job Description Hame s St T e s
. Empli KUOOLE Huome Addr :ﬁ:lumhm: CA 95318, USH
- Case History pemetbeee e T —
- Interaction History oate ey o 3] T PP
L= TT AT 1T T Eata Cromied
- Paer” Data | .' .:I:.u-r-.ru-n of - Antesss Sesios L ) S ——— G- 7

- Benefits Enrollment I R sz Updein peraend R
F T R R
- Absence Management ‘ﬁ 1 e ::rllrll chukiint aes-ae-1a.
| ogean - By b 1) 200, 52,15, Do) ) £

- Direct Report Listing

 Single Source for Employee HR Data

* Provides a Mechanism to Close Most HR Questions on the
First Interaction
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. Helpdesk User: 360 Degree View

Speed time to resolution of cases

TE-Degree Yies Tasks

E!#\?ﬂ"&f 'lm

i
AR T T, T RO TR L

“ Y

_ b
Y
'

T TR R T o
5 'y Y LT
= AT o
hamsen Artonem Sentoe Socisd Fecurity sra.zp.paez "-,\E“"v"“- =N, el

\ e o

oot ot = R S o e T e,
L

b’ .

S e T TR T
'
Y

b,

*Date Fllep | & - Lak Toar -
|

.
e Al
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Sl S Al F R B -
< i s . - S — JreS—— Structure
< Se R RGBT oo N e T 8 Stevenson,Christelle KU0ozo
SR i T AR T B A oy SasaPArrt e A .
T PE T S R e ] Wynne,Elbert kUO0EL Corporation Headquarters
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. Improving Productivity

* Dynamic knowledge management tools:
« “Solutions” functionality standardizes responses Quick Code
* Quick Code offers pre-built solutions to create case

 Reduced time to resolution:

. . m Solution SUMMary Motes Case History Related Cases
+ Single sign-
In e SI n On Employee Information Case Information

. ‘ y . Employee antonio Santos More
« Skills-based ‘Case’ Routing National 10
Alternate Contact Q& MRy Lo Chanoge Hot On Paycheck 4

Contact Method 4539 2 Edit Case Type | Question/Problem B

Street,Sacramento, CA,94264,U548

Totatus | CHCN - ResEarch pd |
1 1 1 [ show Details I
® XIS I ng n erp rlse [” Resolved by First Contact
Q zearch Anain — - ?
provider Group [Payroll Administration QF &%
[ e
Assigned To | Carmella Jackson Qs m
Problem
*Gummar ¥ Select Agreernen t
Tax change not on paycheck
’ P € EategorylPaWU” |
DBSCI'.IDtIDI.'I - Specialty Type I Paycheck Info -
Tax witholdings change not reflected in recent paycheck. d@
Detail | Paycheck Error ﬂ
Priority [ Mediurn =l
- Severity | One Affected ;l

Entitled Response
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. 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

Case \m Summary Motes Case History Related Cases Related Actions E)

Solutions Considered for this Case Custorize | Find | Wiew &l | E First 1afi L=t
I ~ A - Select|@ |Description |Date Modified |P.I:Ided By |*Status | |
So Utlon dVIsor Workers' Compensation Incident {Internal
Information to... Only) 07/05/2005 Carmella - :
I 3ooo4s —— . L In Consideration = @
Incident Information Detail where the incident took 9:26:304M PDT  Jackson I =l
place-the name of the company if offs...
L Etmail iew Solve
PSSR I ER S e arc i N Trequenty Neeg SolIians 1P I AT
Search Text workers comnpensation
Search Adwanced Search Search Tips Preferences Create Mew Solution
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* Drill Directly to Transactions!!

) Update Employee Tax Data - Microsoft Internet Explorer

Problem

*Summary

Improve Efficiency

File Edit WView Favorites

o Dack

Tools
3 -H A ; ) search 7 Favorites 49

Urks (53PS ) ~Orade [5)Demo &]SCApp &]My¥ahoo &]Google &]AMEX &]eBay &) Economist

|Change Additional Federal Witholding

Description

PeopleSoft.

2| wilithalding

Change Additional Feder,

Direct Deposit - CAN
Direct Deposit - US
Direct Deposit - USF
General Deduct - CAN
General Deduct - US

Actions
Suggested Action

Description
Related Actions
Human Resources

Benefits

General Deduct - USF
Paycheck - CAN
Paycheck - US
Paycheck - USF
Paysheet - CAN
Paysheet - US

Payroll

F’av_sheet - UsSF
o Dt CAN
o
Tax Data - US vl [ &o |
Stm:kl Stock Exercise vl| | Go |
|Training Summary V| | Go |

Training

Save Caze | |

Find Solutionz | |

Escalate Caze |

[ My Favorites
[ Manager Self Service
[ Recruiting
[> Worlforce Administration
[ Benefits
[> Stock
= Payroll for Morth America
[ Employee Pay Data CAN
= Employee Pay Data USA
= Tax Information
— Update Employee Tax
Data
[ Deductions
— Request Direct Deposit
[* Employee Pay Data USF
[> Payroll Processing CAN
[> Payroll Processing USA
[ Payroll Processing USF
[> Periodic Payroll Events
USA
[> Periodic Payroll Events
USF
[> Global Payroll & Absence
Mgmt
[ Warkforce Development

[ Organizational Development

EEX

Help Address @ http: /wpE062.oraceads. com/psp/hrms, ¥ Go FF

(v fa ] - B B &~ [ Folders

Worklist | _Add o Favorites | _Sign out

Mew Window | Help | Customize Page | QEL 2

Federal Tax Data

v

David Cole Personl

Company:
Effective Date

ESA  Enterprise Senvices

~Effective Date: |01/01/2002 [[5] This data was last updated by~ Syst

[l Exempt from FUT [ use Total Wag

Special Tax Withholding Status

(=) None () Do Not Maintain Taxable Gross and D
() Maintain Taxable Gross; FWT zero unless specified in "Additional Withh
() Non-Resident Alien; Tax Treaty/NR Data

W-4 Processing Status: ) None ) Notification Sent

Federal Withholding Status
Tax Marital Status: () Single ) Married Withholding Allowa

If married, but withholding at single rate;, select Single status and check herg:

i

| >

@ Trusted sites




. Text Trays

Speed data entry for commonly keyed text

* 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

ORACLE

‘o Tewt Tray - Hicmusit Inberast Explorer -18| x|
Lase D931/ 7004 3:Il:5t ﬂ
[T @ SpuilChack |0 J80-Dagram Wiew Hehfizabian i Uik
Cunm A0 Nare Cheane a guick kay far pour baxt faid.
Cusbsmar Jhoraea e Medcal [Tenk Tray e b B yd
T Contact
u.....c..::-s i ek ki Cajik Ky Taut Cetea] iy
& Thes TodkinAre] il & & s s
BTN, Golfon . fummery . Hobes . G Historp - Relstec) | Phiasa desoribs the prohl oo
Custamer it Casp Infe 2 Thark yau far careating G
ol Thard s, Htheses & Ay Cick
Company Shoreaes e Pleae refer to sabithan n Fersons
i Peapar oS [ rad -
Contact 180 Phiasa beisthy dascribe the Personal
Site -, i ') Thark yau Far carkactng... Paracnal
Contact Method  =5e/5 7400 2 Is wour netrark el plug Feronel
In yaur compuiar puggad... Paracnal
13 WILE Vel P Db i) Persinia
. Pruv Plsm rak=ack pour camput... Paracnal
~ M WO ADDEE thi inbams Persinial
A Thark yau, phaa bt k... Paracnal
PP Thark wuiid Far Foair oot sng Persinial
* o ary Thark you, pha=a bt k... Paracnal
E ! 1 | Heli, hieea canl hedp pi t Personal
Duscripbiss # (Rt Earapnalws Taxk Tray
| § Ser
& ] brerongl HIT) wenckra g ClesdHimypandon o @Lu-! et r:
Catogary |Pr\-:dl.||.'| Ingury ;I
Spnclalty Trpa | =
Ketinne Dutad | LI
Suggested At Prinrity |Madum =
OEsCrptes Suverity |Oratma Occurranca |
Enlatud Actism | 2] |
= Finnd Bl (=00 1




. Worklist Redesign

Improve agent efficiency and decision making

System
folders with
folder
counts

Personal
folders

Save
Common
Searches

My Worklist

Save || T Refresh | (= Folder Counts | f\Eﬁ Preferences

\

Falders

[= Inbox {36}
£ All {(36)

A% Direct Reports
% Group Worklists

My Folders Add Edit

£ Requires Follow-Up

Move items
to personal

Inbox folders
/7
Yiew By Typel":‘” =l Use Saved Search | High Priority =1
[* Search
Complete Farward Reaszign Accept Delete Mowve To [EENEN R e Go

Completed Only = N
Worklist

N
Customize | Find | Wiew All | ] First 1-36 of 36 Lazt

Select | Alert |W0rk|ist Item

Tvpe Notification From |DatefTime (FETY |Wnrk|ist Prigrity |Cnmment |

- Case 2204485 Support Case Burt Lee Eg’igg’?‘gga Im f:_:' ﬁ
- Case 220447 Support Case Burt Lee gg"ggﬁggﬁq Im q,—_) ]j
= Case 220446 Support Case  Burt Lee gg’iggﬁgga m E
- Case 220447 Support Case  Burt Lee ngggfiggsq Im C.:' E
P plWmemrna e e

r Case 220447 g:gg“"t Burt Lee 2:24192:2122106 [3-low =] ! Tl
r Case 220446 g:gg“"t Burt Lee 2:24-’12:3;2“21"6 [3-ow -] ! Tl

Bolded ur.1read I Prioritizati onl I Notes &
items Comments

ORACLE



. Agent Live Chat

Improve availabilty and efficiency

Ok Moyl oithan
Worker Inlesmation
M aparadry Laoohison
EmplEl KiEiLE
Tt Emglivas Callsr
Addroan 101 Lide Ad, Sprnghoro, OH, 45086, LS
Emuadl He 02 B-C& 0B S Ol 5 5 o é 0 o pl a5 BT pomni
Trieghaze
2 O Lo e U e
Suppart
Cann B = § =

Tl
Order 1 =1 ]

S | Ege

L]
Sedarh

Tog o ther DAy | Click 360-depres Vivw haperink 1o vem more
cankarrmr infarmation.

Cormpeieion Hiskre

Ebvpaed Time 00502

1 sy B Oty | AEERIE i HUmAIN ReEuncee

U a1 0 Bt | P 2ERE Pl I Bl W e EOn. Canwu

U mbctbi | AEETHN P Pz wal whike | i vout IFormatian
1wy | AETTTEN D WAl in U maesion T

bl 0 Ml | 20 el Cam | g sl for & ergonomi
T £ BT i B Do 5 Ul G e B e

Tempdide wassages: RN ~

| L T et
i morsant pleses, whils I fird tha smeesos to el |
VOur Ut iorn. -

S | EaiDamog |

St UAL | Gakari AL

LRL ~ E-Pikihy Bt |
Farware i isaisa; CLUBTSERV, (40 o (]
s ] B gl - |

Ihﬂl =TT

Guide agent with
Template Messages,
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

ORACLE



. Grievance Case Creation

Case

Save | = F'rint| @ Spell Check| 360 360-Degree Wiew | [=7] Motification | % Text Tray| o

Case ID MNew
Employee ID IxHEEEZ0Z

Fersonalize

Status Cpen - Mew
Employee Mame Anthony Albright

Summary Contact Method 5585/555-1212
m Salution {0} Surmmary Haotes (0} Tasks (0} Case History Related Actions (0}
Employee Information C tinn
Employee Anthony albright Mare
Mational ID
¥ secured case
Alternate Contact | A= Quick Eudel ;l
Contact Method g88/555-1212 %t Case Type | Question/Problem =l
Reported By John Tanager ARz
p ""l Ut Internal exclude Case Contact
[* Show Details *Statuslol:'e” - New =]
) [ Resolved by First Contact
Q, search Again
7
Provider Eruupl Qﬂ 3
L
Problem Assigned To |Carmella Jacksan QL
*
Summary — : Select Agreerment
|Em|:u|u:|3ree has been making inappropriate comments @
Description Eateg“r?laenems
Employes has been making inappropriate commments, that ﬂ@ Specialty Trpel'ﬁ'” Benefits
are making his co-workers uncornfortable, This issue was i IE' P
address at the time it happened, however the behavior Detail | BENeMt nquiry

has continued.

Prirl:nrit!,,l'Ir""|'3di'-||"'I

[

K N J KR N EN §EN

Seueritrlmaw Affected
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. 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

ORACLE



. Integration to

Global Payroll

 Ability to view an
employees global

" HR Information

payroll

information

- Ability to connect
to multiple
payroll systems
internationally

* Silo views of
payroll data

As Of Date |05/01/2006 [ | Go
= Job and Position Summary First 1of1 Last
Job Code s00225 Job Description Manager-Senior
Date of Hire 03/02/1991 Person Type Employee
Employment Status Active Employment Status 03/02/1991
Date
Position Sr Manager - Human Resources Business Unit GBRRO3
Company Business Institute - Uk Location Reading - England
Establishment Department Human Resources
Supervisor EmplID Supervisor Name
Regular/Temporary Regular FullfPart Time Full-Time
Standard Hours 40,00 Work Period ‘weekly
e e e Employee Category
Payroll System Global Payroll
=~ Pay Summary First 1af1 Last
Company K1 Address
Job Title Manager-Senior Pay Group GG STD MO1
Payment 05/31/2004 e TUTPENCY LOUE GOD
Period Begin 05/01/2004 Period End 05/31/2004
Calculation Begin 05/01/2004 Calculation End 05/31/2004
Run Type IMIS Payroll
= Payment Total
Description Current Annual
Earnings 3100.000000 6322.340000
Taxr £52.000000 1364 .000000
Mational Insurance 251.950000 503.900000

Net Pay

< Absence
Description
SSP Absence

= Benefits Information

Z166.050000 4332.100000

Entitlerment Balance | As of Date
26.141000 05/31/2004

First 10f1 Last
Benefit Record Mumber 0 Currency Code SBEP

COBRA Event Identification 0

Benefits DependentsfBeneficiaries

Type of Benefit Plan Description Coverage or Mo Benefits exist for Dependents/Beneficiaries.

Participation

Comp. Car CCARLK MER C2z0CDI
=~ Direct Reports

Marne Emplavee ID Location Employes Status &dd Case
Robin de la Camara K GO0009 Reading - England Active GE0  Add Case




. 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.

ORACLE



. On Behalf Of Case Creation

This case was reported
by Alex Ash on behalf of
Terry Murphy

ORACLE

Case History | Select One... =
Save | = Print| @ Spell Check| 360 360-Deqgree '-.-'iew| =] Notification| %Text Tray| » Personalize
Case ID MNew Status Open - New
Emplovyee ID KUO123 Employee Mame Terry Murphy
Summary

Contact Method trurphy@gbi_psft.com

m Solution () Summary Motes (0 Tasks {0}

LEoomiceves Tofomonalion

Case History Related Actions (0}

Lase Information

Employee Terry Murphy .im Mare ™.
MNational ID 140999999
[ Secured Case
Alternate Contact | QA Quick l:udel ;I
Contact Method trmurphy@gbi_psft.com %t Case Type | Question/Problern ;I
Reported By|.¢\lex fsh QA
*Gtatus | Open - New =l
v show Details [” Resolved by First Contact
°
Qwa_in Provider Grnup| Qﬂ 33
20
Assigned To |Carmella Jackson Q& m
Problem Select Agreement
*Summary
|Employee requires shart term disability @ EategurylE'El'lEﬁts =
Description Specialty Type I All Benefits =l
Ermplovee requires short term disability as a result of a car d@ DetaiIIBE”Eﬁt Inquiry |
accident, -
Priurit'_urI'\"'Ed”-'“-I =l
_| Seueritylma”Y Affected ;I
w



. 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 POl is someone who is entitled to support from the HR organization,
that probably will not have a specific employee ID #. An example of a
POl 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

ORACLE



. PeopleSoft Operational Dashboards

ORACLE | Meoplesall

Contact Center Dasbhoard - Weloome Victor Mash

Monitor events to
identify exceptions &
anticipate issues

L Ck

& [ ki | i BdE Deshbasrd | P EdE Teb b | BF Lo

ST, b faparts =

Thama | Targst | actual|  Aanmare
Inkgung Infsraciin i ki 1500 11m bl

Call volume ] 140 1%

T — . o Analyze bottlenecks
e ” - & opportunities to
sz e 1 || identify options

tnd Email ::: ;:: :z: o =T TI"I" r""-' r_lﬂ !__T'I:

Yl Pmal 1% % =% i A 8 A o A T A A o A (D AT R0 A

Act proactively & in
T (7

real-time to change

Trams | Target n:hal| Attarimank
Eady Searwdn Teme bt Besabiiar il n L] Pl

.-Isl H‘ *tn L]
sl S e 3 2% i o L i et business processes
Cloed Emais S o P e
Customr Satiniaction (%] i i atha
W e e -
Tark ||:|-;rig-|;i:r!. CrlaTims |l-rrn-.-.| U ikt J,:: .

Tau sumrenily have ma sleris,

On-Demand Business Intelligence

ORACLE




. Only PeopleSoft Delivers...

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

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

Significantly lower total cost of ownership

ORACLE
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