HUMAN RESOURCES SHARED SERVICES

NON-TECHNICAL CASE ESCALATION PROCESS IN HUMAN RESOURCES HELPDESK (HRHD)
URGENCY & IMPACT FRAMEWORK

ALL HRHD ESCALATIONS WILL BE ADDRESSED DURING REGULAR HUMAN RESOURCES SHARED SERVICES (HRSS) HOURS OF OPERATION:
(MONDAY — THURSDAY 7AM — 5PM EST (6PM EST EFFECTIVE JULY 25, 2016), FRIDAY 7AM — 4PM EST).

PLEASE NOTIFY HRSS LEADERSHIP WITH ANY UNIQUE SITUATIONS AS NEEDED.

A

4 - STANDARD

* GENERAL INQUIRIES RELATED
TO PAYROLL, TIME &
ATTENDANCE, HR ADMIN,
BENEFITS, EMPLOYEE
RELATIONS, TALENT
ACQUISITION AND HUMAN
RESOURCE INFORMATION
SYSTEMS (HRIS)

MINOR

A

3 — EXECUTIVE /
PHYSICIAN

*NON-PATIENT FACING
EXECUTIVE / PHYSICIAN
SPECIFIC INQUIRIES

* GENERAL INQUIRIES RELATED
TO PAYROLL, TIME &
ATTENDANCE, HR ADMIN,
BENEFITS, EMPLOYEE
RELATIONS, TALENT
ACQUISITION AND HRIS

MODERATE

3 — MEDIUM

*PAYROLL — INDIVIDUAL
PAYCHECK NOT RECEIVED OR
INCORRECT PAY RATE

*BENEFITS — URGENT MANUAL
REFUND OR DEDUCTION IS
NEEDED FOR CLOSING
PAYROLL OR LARGE
DEDUCTION SUBMITTED IN
ERROR

*HR ADMIN — EMPLOYEE UNABLE
LOGIN DUE TO CERTIFICATION
/ LICENSE ISSUE

*TALENT ACQUISITION -
ESCALATIONS FOR NON
EMERGENCY ISSUES

*HRIS — NON CRITICAL SYSTEM
DOWN OR INAPPROPRIATE
ACCESS SUPPORTED BY
SCREENSHOTS

MODERATE

A

2 - HIGH

*FACILITY SPECIFIC BUSINESS
PROCESSES ARE IMPACTING 25
— 50 EMPLOYEES

*EMPLOYEE RELATIONS —
HARRASSMENT COMPLAINT

*BENEFITS - FILES INTERFACED
TO VENDOR DID NOT LOAD

*HR ADMIN — EXECUTIVE /
PHYSICIAN SYSTEM ACCESS
ERROR DUE TO RECORD ISSUES

*LEAVE ADMINISTRATION —
RETURN TO WORK WAS NOT
PROCESSED, THEREFORE
EMPLOYEE IS UNABLE TO
LOGIN

SIGNIFICANT

A

=i"Adventist

HEALTH SYSTEM

1 — CRITICAL

*PATIENT FACING CASES
(CLINICAL OPERATIONS)

* CORE BUSNIESS PROCESSES
ARE AFFECTED THAT RESULTS IN
EXTENSIVE FINANCIAL LOSS,
LEGAL BREACH, OR IMPACTS
BUSINESS REPUTATION

* MULTIPLE INDIVIDUALS OR
FACILITIES ARE UNABLE TO
WORK AND THERE IS NO
WORKAROUND

*PAYROLL - PAYROLL UNABLE
TO BE PROCESSED

*EMPLOYEE RELATIONS -
EMPLOYEE MAKES THREATS OR
VIOLENCE OCCURRED IN THE
WORKPLACE

*HRIS — PROTECTED HEALTH
INFORMATION (PHI) &
PERSONALLY IDENTIFIABLE
INFORMATION (PII) IS POSTED

EXTENSIVE

THIS CHART SERVES AS GUIDE TO CLASSIFY PRIORITY FOR NON-TECHNICAL CASES IN HRHD. EXAMPLES ARE PROVIDED FOR EACH PRIORITY LEVEL AS A POINT OF REFERENCE. PLEASE

NOTE THAT THIS IS NOT INTENDED TO BE AN ALL INCLUSIVE LIST OF SCENARIOS THAT MAY REQUIRE ESCALATION.
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CASE ESCALATION PYRAMID

ESCALATION CATEGORIES STAKEHOLDERS

ALL HRHD ESCALATIONS WILL BE ADDRESSED DURING REGULAR HRSS HOURS OF INTERNAL CUSTOMERS
OPERATIONS. ALL IT ESCALATIONS WILL BE ADDRESSED DURING REGULAR AND AFTER
HOURS OF OPERATION BASED ON SERVERITY. COMMUNICATION OF ESCALATED (MANAGERS / EMPLOYEES)
INFORMATION TECHNOLOGY (IT) MATTERS WILL BE FACILITATED BY HRIS. * EMPLOYEE CONTACT CENTER (ECC) « VP & ABOVE (AS NEEDED)
PERVISOR HRSS MANAGER .
* CLASSIFIED AS CRITICAL BASED ON CASE VOLUME, CASE TYPE SUPERVISORS / HRSS © HUMAN RESOURCES BUSINESS
AND IMPACT (BUSINESS / FINANCIAL) * HRSS DIRECTORS (TBD BY CASE PARTNER (HRBP)
CATEGORY) + CASE INTIATOR

* CLASSIFIED AS PATIENT FACING

* LARGE SCALE SYSTEM IMPACT (FACILITY SPECIFC OR ACROSS
ALL FACILITIES)

* TIME SENSITIVE RESOLUTION

* HRSS EXECUTIVE DIRECTOR

+ CORPORATE HR EXECUTIVES

* HRIS & IT (DETERMINED BY CASE
CATEGORY)

v

A

+ ECC SUPERVISORS / HRSS MANAGER

* HRSS DIRECTORS (TBD BY CASE
CATEGORY)

* HRSS EXECUTIVE DIRECTOR

* HRIS & IT (DETERMINED BY CASE
CATEGORY)

* CLASSIFIED AS HIGH BASED ON CASE VOLUME
THRESHOLDS, CASE TYPE AND IMPACT (BUSINESS /
FINANCIAL)

* TIME SENSITIVE RESOLUTION

* HRBP
* CASE INTIATOR

v

A

* ECC SUPERVISORS / HRSS MANAGER
* HRSS DIRECTORS (TBD BY CASE

* CLASSIFIED BASED ON EXECUTIVE / e CASE INITIATOR

PHYSICIAN ROLE

CATEGORY)
*  TIME SENSITIVE RESOLUTI
SENS SOLUTION * HRIS & IT (DETERMINED BY CASE
CATEGORY)
*  GENERAL INQUIRY - CASE « TIER 1 AND TIER 2 « CASE INITIATOR

CREATED AND RESOLVED IN A
TIMELY MANNER

ECC SUPERVISORS / HRSS
MANAGER (UNIQUE SCENARIOS)
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HRSS CASE ESCALATION WORKFLOW

TIER 1 OR TIER 2

HRSS DIRECTOR

=i"Adventist

HEALTH SYSTEM

ASSESS LEVEL OF
DISCOVERS ISSUE »|  SEVERITY BASED ON
ESCALATION GUIDELINES

‘ START } >

BASED ON SEVERITY,
INFORMS HRSS
SUPERVISOR/MANAGER
BASED ON NOTIFICATION
PROCESS INVOKED

WORKS WITH THE
APPROPRIATE FUNCTION
TO IDENTIFY AND
RESOLVE ISSUE

CREATES & SENDS EMAIL
COMMUNICATION TO
HRBP

COMMUNICATION
POINTS ARE PROVIDED TO
EMPLOYEE CONTACT
CENTER REPRESENTATIVES
FOR INCOMING CALLS

FOR SYSTEM OR

APP CASES,
PLEASE REFER TO
WORKFLOW

HRSS DIRECTOR

NO

ON SLIDE #4

QO

NOTIFY CASE INITIATOR
OF CASE STATUS AND ETC
FOR RESOLUTION

YES—

CLOSE COMMUNICATION
LOOP WITH HRBP

UPDATE EMPLOYEE
CONTACT CENTER FOR
INCOMING CALLS

NOTIFY CASE INITIATOR
THAT THE CASE HAS BEEN
RESOLVED AND IS CLOSED

END

Y

ASSUMPTIONS

— PHONE COMMUNICATION WILL BE MADE TO THE FACILITY FOR URGENT ISSUES REQUIRING IMMEDIATE ATTENTION.
— THE AFFECTED HRSS DIRECTOR WILL OWN COMMUNICATION.
— THE HRSS EXECUTIVE DIRECTOR WILL COMMUNICATE WITH VPS AND ABOVE FOR CASES CLASSIFIED AS LEVEL 1 — CRITICAL.
— EMAILS ARE SENT FROM THE CENTRAL HRSS OUTLOOK MAILBOX.

*ALL HRHD ESCALATIONS WILL BE ADDRESSED DURING REGULAR HRSS HOURS OF OPERATION. (MONDAY — THURSDAY 7AM — 5PM EST (6PM EST EFFECTIVE JULY 25, 2016), FRIDAY 7AM — 4PM EST)

v

HRSS EXEUCTIVE DIRECTOR WILL SEND
EMAIL COMMUNICATION AND CLOSE
COMMUNICATION ON LEVEL 1 —
CRITICAL CASES TO VPS AND ABOVE.
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HRIS CASE ESCALATION WORKFLOW

TIER 1 ORTIER 2

TECHNOLOGY ISSUE
IDENTIFIED

( START }

A\ 4

(NOT EMPLOYEE SPECIFIC
— IMPACTS MULTIPLE
USERS)

CREATE HRIS CASE IN
HRHD

HRIS WILL
COORDINATE WITH
CORPORATE
COMMUNICATION
PRIOR TO SENDING
EXTERNAL
STAKEHOLDER
NOTIFICATIONS

ANALYZE CASE SEVERITY,
IMPACT, AND DETERMINE
ESCALATION

A 4

ISSUE — APPLICATION /
TECHNICAL

\ 4

NOTIFY CASE INITIATOR,
IMPACTED HRBPS, &
FACILITY IT DIRECTORS OF
CASE STATUS & ETCFOR
RESOLUTION

A 4

\ 4

CREATE CA TICKET
(AS NEEDED)

\ 4

NOTIFY HRSS LEADERSHIP,
CONTACT CENTER, VPS, IT
LEADERSHIP OF CASE
STATUS & ETCFOR
RESOLUTION

< RESOLVED?

ISSUE - SYSTEM DOWN

Y

CREATE CA TICKET

HRIS COORDINATES WITH
IT TO RESOLVE CASE

YES

!

IT

NOTIFY ALL INTERNAL &
EXTERNAL STAKEHOLDERS
THAT CASE HAS BEEN
RESOLVED AND CLOSED

IT WILL FOLLOW SYSTEM
DOWN ESCALATION
POLICIES AND
PROCEDURES

END

*ALL IT ESCALATIONS WILL BE HANDLED DURING REGULAR AND AFTER HOURS OF OPERATION BASED ON SERVERITY. COMMUNICATION OF ESCALATED IT MATTERS WILL BE FACILITATED BY HRIS.
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HEALTH SYSTEM

NO—p|

RECOMMUNICATE CASE

STATUS AND ETC WITH

INTERNAL & EXTERNAL
STAKEHOLDERS

END
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