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Affinity Group 1
September 23, 2014

The Service Center Mission is to provide “best in class” HRIS and
customer service to support the effective management of the University
of Wisconsin System’s Human Capital at the highest value.



Today's Agenda

New WisclT System — Powered by Cherwell
Hot Topics — September 307

UW Employee Inc Benefit Levels

SGH Application Coding

Payroll Calendar Review
Questions/Comments/Additional Topics
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New WisclT System — Powered by Cherwell

* The new WisclT system has been live since
August 18t

« Staff should continue to send initial emails for
new cases to their Affinity Group email
addresses
- AG1@SC.WISC.EDU
— AG2@SC.WISC.EDU
— AG3@SC.WISC.EDU
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New WisclT System — Powered by Cherwell

« This is view of the UWSC Agent Dashboard
« The Dashboard is where UWSC agents find their work
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No records found




New WisclT System — Powered by Cherwell

File Edit View Searching One-Step Customer Tools IncidentActions Help M
OBack ) @ M BWNew - &l X D-uUB L E@I‘- ¢ Record 190f 27 & | : C¥Reopen [@Print

Attach | [
Incident 101642

esolved Closed 9/11/2014 2:10 PM

[pued vse L i 3|

Last Edited 9/11/2014 10:45 AM by Rae Denruiter

= Pending

Next: Troubleshoot

Short Description: Email
Priority unable to access my leave balance at My UW Subject i ‘Z]

Description:
From: Marija Pientka [mailto:MTP@athletfcs.wisc.edu] A
EEJLESEE Sent: Wednesday, September 03, 2014 1:33 PM Email Body
MARIJA T PIENTKA B To: §ervicecenter@sc.wisc.edu
MTP@ATHLETICS.WISC.EDU Subject: leave balance]
608/263-7692 \
Alt Contact:
(clear classifications)
Service:
Owned By: Assign To... UWSC HRS Support E|
. Category:
w UWSC Training & Communications |z|
UWSC AGI1 Support Subcategory:
RDENRUITER@UWSA.EDU 262-0600 Training [-]
SLA: More Info...

[ Campus —
faul
B N UWSC Specifics

@ Resolve By: 9/10/2014 9:49 AM Customer Role: ‘HRS Administrator IZ] Pay Cycle:

IWant To: Priority: lNon-urgenl E EmplID: IDO‘I 95775
Take Ownership Campus: Madison : Emp Record:

View Detailed Date/Time Information

. R Vol : 1 Ei Class: LI
Link to Existing Major Incident olume [ mp Class [ B

Track Time Affinity Groun: [aG1 = IR referance: I
Z Joumals | i) Portal C: I i= Tasks I“b Similar Incid If‘ ion ltems I «3 SLM History I &7 Reason for Breach I ‘&4 Change Request] B Problem
: "2New Journal - Note 2 Record1of12 B M S7 - “UE-mail - & & View -
Type Created ~ By Details Journal - History Journals include ticket status Created 9/11/2014 10:45 AM by Rae Denruite

Journal - History 9/11/2014 10:45 AM Rae Denruiter The following changes were made to the Incident 10 changes, esca_lations’ and email
Journal - Mail History ~ 9/8/2014 8:46 AM cherwellservices Subject: RE: Regarding Incident 1016422 - unable to history

Journal - History 9/8/2014 8:46 AM cherwellservices The following changes were made to the Incident 10 The following changes were m3

Journal - SLM History 9/8/2014 8:26 AM Rae Denruiter Pending status started at 9/8/2014 8:26 AM-->User:

Journal - History 9/8/2014 8:26 AM Rae Denruiter The following changes were made to the Incident 10 Field Description was changed froi

Journal - History 9/8/2014 8:26 AM Rae Denruiter The following changes were made to the Incident 10 ~ Incoming Email

“ »
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New WisclT System — Powered by Cherwell

« After a case is created for you (the customer), you can simply reply to any
email that you receive from the UW Service Center Agent and your email

will append to the case automatically

53 Ccop . = ? High Importance
Paste h B Ve u abr» . A - = = = = == Address Check Attach Attach Signature
- F Format Painter o — — h - Book Names File tem ~ - # Low Importance
Clipboard = Basic Text = Names Include Tags
From ~ tmattes@uwsa.edu . -
— Reply address (this is
=] —= To... | imp wiscit@doit.wisc.edu feih (
Ssend correct)
et |
Bcc... I
Subject: lRE: Incident 1017457 Pleas.e refra ﬁ'()-
changing the Subject
Hello,

Thanks for following up!
Tim

Tim Mattes

Support Center Lead

UW Service Center

660 West Washington Avenue
Madison, WI 53715
608-262-2974
tmattes@uwsa.edu

From: imp_wiscit@doit.wisc.edu [mailto:imp_wiscit@doit.wisc.edu]
Sent: Monday, September 08, 2014 1:49 PM

To: Timothy Mattes

Subject: Incident 1017457




New WisclT System — Powered by Cherwell

« What to include in your email and web form request
submissions to UWSC tier two support (Affinity Groups)

Employee ID,

Employee Classification
Employee Record Number
Employee Name

Pay Cycle affected (4A, 4M, etc.)

First and Last Name of the requestor: This is especially helpful when sending
email from a generic basket, ie: payrolli@example.edu or hr@example.edu

» Support Center expectations for case creation

UWSC Support staff will reply to your email requests with a case number
reference within 4 business hours of your initial email

When calling UWSC Support, agents create your case and provide the case
number immediately

When using the web form, a WisclT case is automatically created upon the web
form submission and an email is automatically sent to your email address
including the case number for your reference
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New WisclT System — Powered by Cherwell

Notes

— You can attach screen shots to your messages and we will be
able to see them in WisclT. This applies to your responses to the
agent, as well.

— When you reply to an email from a UW Service Center agent,
they will get a notification via email and it will show an Unread
item in their Dashboard.

— Reminder: please contact your Affinity Group with questions
rather than contacting the Tier 3 functional teams directly. We're
tracking trends and directing technical and training resources to
problem areas. Tracking WisclTs allows us to improve service to
you — our customers!
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Unresolved Cases by Campus

Unresolved Tickets By Campus

Incident ID Created Date Time

1005053
1005057
1005061
1005062
1005065
1005066
1005068
1005069

8/15/2014 12:50:06 PM
8/15/2014 12:52:49 PM
8/15/2014 12:57:26 PM
8/15/2014 12:58:43 PM
8/15/2014 1:01:52 PM
8/15/2014 1:03:20 PM
8/15/2014 1:04:54 PM

8/15/2014 1.06.06 PM

Owned By

Heidi Garfoot

Category
UWSC Benefits

UWSC Benefits
UWSC Benefits
UWSC Benefits
UWSC Benefits
UWSC Benefits
UWSC Benefits

UWSC Benefits

UNIVERSITY or WISCONSIN

SERVICE CENTER
Short Description

Prepay Reconciliation for EMPLID 00182482 -
DEBORAH WRIGHT

Prepay Reconciliation for EMPLID 00210990 -
JOLINE MORRISON

Prepay Reconciliation for EMPLID 00307233 -
CHRISTINE MORALES

Prepay Reconciliation for EMPLID 00490029 - YUN

-TING HUNG

Prepay Reconciliation for EMPLID 00739364 -
JITENDRA SINGH

Prepay Reconciliation for EMPLID 00744165 -
DAMANI BRYANT

Prepay Reconciliation for EMPLID 00779815 -

XIUMEI PU
Prepay Reconciliation for EMPLID 00786634 -

A e e -
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Unresolved Cases by Campus

* This report will be produced weekly by the
AG Support Reps

* It will be distributed by the Affinity Groups
rather than UWSC Communications

* Report distribution will resume on Friday,
September 26
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Hot Topics — September 307

= Question from the UWSC Communications Team

* A Hot Topics Session is scheduled for Tuesday,
September 30

» Many specific communications on the Annual
Benefits Enroliment Period will be provided around
September 30

= Do the institutions want to go ahead and have the
9/30 Hot Topics as well?

UNIVERSITY or WISCONSIN
SERVICE CENTER




UW Employees Inc.

= Benefit Levels have Increased

= Effective October 01, 2014
« All coverage levels have increased by $3,000
* No increase to Monthly Deduction amounts

= Targeted e-mails will be sent to current enrollees.
« A query has been done to establish who is covered by this plan
* A preliminary e-mail will be sent to institutions

» Targeted employee E-mails are planned for either 09/23/2014 or
09/24/21014
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UW Employees Inc.

Age {01-01-20xx} Nex:s:ﬁ:lts Monthly Cost 0!:’::::: .

Under 35 $33,000 $1.00 $30,000

35-39 $28,000 1.25 $25,000
40 - 44 $25,000 1.60 $22,000
$18,000 2.00 $15,000

$15,000 2.40 $12,000

$13,000 3.80 $10,000

60 — 64 $12,000 4.35 $ 9,000
65 and over $ 7,000 3.00 $ 4,000




SGH Application Coding

= The Benefits Team asked us to remind institutions
to complete all coding on the State Group Health
Insurance applications:

* Missing information
= Miscoded information
» Update address information in HRS

= Clean data will help us as we interface with DETF
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SGH Application Coding

= http://etf.wi.qgov/publications/et1118.pdf

:> Chapter 15 — Invoicing (revised 09/2014)

1501 Viewing Your Invoice

1502 Reconciling Your Invoice

1503 Accepting and Paying Your Invoice
1504 Late Interest Charge

1505 Who to Contact for Assistance

Appendix A — Forms and Brochures (revised 09/2014)

ﬁ Appendix B — Codes (revised 09/2014)
1. Employee Type Codes

2. Coverage Type Codes

3. Individual Relationship Codes

4. Health Plan Codes

5. High Deductible Health Plan (HDHP) Codes
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Calendar Review

O [aa ©
September 2014
[ sen | Mon | e | Wed T Fi_ | Sat___

1 2 3 4 5 6
[9M] Pay Period [8B] Pay Date [9A] Pay Period
Begin End

7 8
[9B] Pay Period [9A] 2nd Batch [9A] 3rd Batch [9A] FICA [9A] Confirmation [9M] 1st Batch
Begin Prelim Calc Prelim Calc Deadline Deadline (Eve) Prelim Calc

[9A] 4th Batch [9A] Final Calc

Prelim Calc

[9A] 1st Batch
Prelim Calc

20

17
[9M] FICA
Deadline

18 19

[9M] Final Calc [9B] Pay Period
[9M] Confirmation End

Deadline (Eve)

[9A] Pay Date

14 15 16
[9M] 2nd Batch [9M] 3rd Batch [9M] 4th Batch
Prelim Calc Prelim Calc Prelim Calc

26 27

[9M] 5th Batch
Prelim Calc
[QB] Confirmation

[98] 1st Batch [98] 2nd Batch [QB] 3rd Batch [98] FICA
Prelim Calc Prelim Calc Prelim Calc Deadline Deadline (Eve)
[10A] Pay Perio [9B] 4th Batch [9B] Final Calc
Begin Prelim Calc

28 29 30

[9M] Pay Period
End
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Calendar Review

October 2014 —— —— —

11081 Pay perid
End

[10M] Pay Period
Begin

10 11
[10A] [10M] 1st Batch
Confirmation Prelim Calc
Deadline (Eve)

[10A] Final Calc

[10A] 1st Batch [10A] 2nd Batch [10A] 3rd Batch [10A] 4th Batch
Prelim Calc Prelim Calc Prelim Calc Prelim Calc
[10B] Pay Period [10A] FICA
Begin
18

16 17
Prelim Calc Prelim Calc Prelim Calc Prelim Calc End
[10M]
Columbus Day [10M] FICA Confirmation
[Federal Reserve Deadline Deadline (Eve)

Bank Holiday] [10A] Pay Date
24

Deadline

25

19 20 21

[11A] Pay Period [10B] 2nd Batch [10B] 3rd Batch [IOB] FICA [1OB] Confirmation
Begin Prelim Calc Prelim Calc Deadline Deadline (Eve)
[10B] 1st Batch [10B] 4th Batch [10B] Final Calc
Prelim Calc Prelim Calc

26 27 28 29 30 31
[10B] Pay Date [10M] Pay Period
End
[10M] Pay Date
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Questions?




