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Absence management is one area of HR that generates an enormous number of transactions per month. In a large organization of circa 50,000 employees, three thousand sickness absences alone can be anticipated per month. This is in addition to absences such as paid and unpaid leave, career breaks, adoption, maternity and paternity leave, to name just a few. The administration of absence is highly consumptive of HR resources, managers and time due to the significant volume of transactions generated, in addition to the queries that must be dealt with and the data corrections that are often required. There is also the impact that absence has on payroll to consider, and as absence figures often feed into the performance review process, absence administration can have a bearing on the way in which employees are ranked in an organization which ultimately can effect salary and bonus payments. 
An organization that runs Release 12 Oracle HCM may also have implemented Oracle CRM as their contact centre application solution for their customers, and potentially for their internal HR employee helpdesk. In the latter case, Release 12 Oracle HCM and Oracle CRM can be used collaboratively to effectively administer absence, remove bottlenecks, streamline processes and shrink costs through reduced physical HR and management involvement.

The basic vanilla solution is to implement Oracle’s HCM Self Service applications (e.g. Manager/Employee Self Service), so that employees request their absences through Employee Self Service. Absence requests are then routed via workflow to the employee’s manager for approval via Manager Self Service. Once approved the absence is linked to an Oracle TeleService Service Request (SR) via the Additional Information for Agents Descriptive flexfield. The Service Request is subsequently routed to the correct resolving group via territories, and then administered as required by the relevant HR professional via the Universal Work Queue (UWQ). Administration of the SR principally involves SR status changes and the addition of notes. If the HR professional requires visibility of the core HR data, they simply ‘zoom’ from the Service Request Details Form or from the TeleService Contact Centre screen to the core HR application. From here they can review the data captured and approved via Employee and Manager Self Service, and make updates as required. Oracle CRM’s Business Rule Monitor (BRM) functionality is used to monitor the absence SR and prompt HR professionals to carry out particular tasks as per the organization’s business processes e.g. chase for documentation such as a female employee’s MATB1 certificate. If Oracle iSupport is implemented, the SR is visible to and can be updated by any employee who is added as a contact, whilst Notification Rules ensure SR contacts and owners are kept informed of changes that are made to the SR. Additionally the Contact Centre dashboard used by the HR professional can be configured to intelligently display employee HR data as well as data about SRs and activities that are overdue.
An example of where this solution can be employed effectively is to administer maternity leave. Once an employee finds out she is pregnant, she initially speaks to her line manager about her pregnancy, then calls the HR employee helpdesk. The call is routed an available HR professional, and the employee’s HR record is automatically displayed in the Contact Centre (if Oracle Advanced Inbound is implemented), or is queried back manually by the HR professional. The HR professional is presented with an overview of the employee’s HR data, SRs and pending activities via the dashboard. The HR professional accesses the SSP Maternity screen within Oracle HR through a ‘zoom’ from the Contact Centre and completes the 'Due date' Field. The HR professional then returns to the Contact Centre and creates a Service Request of the type ‘Maternity’ for the employee. Employee Number field in the Additional Information for Agents flexfield is automatically populated via a Contact Center forms personalization whilst the maternity record is manually linked to the SR (See screenshots 1 and 2). 
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Screenshot 1: Employee’s maternity record
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Screenshot 2: Service Request tab in Contact Center with Additional Information for Agents flexfield displaying related maternity record for employee

The SR has an initial status such as ‘Open’. As the SR is logged against the employee, it is available for review and update by the employee via the iSupport homepage. The employee’s line manager is added as a contact on the SR so that they also have visibility of the SR via their iSupport homepage. (See screenshot 3).
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Screenshot 3: Line manager’s iSupport homepage displaying maternity SR for employee
The HR professional informs the employee that she should send her MATB1 in as soon as she receives it. She also should enter the dates she proposes to take for her maternity leave through Employee Self Service once she has received her MATB1 from her healthcare provider. These instructions are delivered with the proviso that the dates are not confirmed until she receives written confirmation from HR.
Alternatively if Oracle Email Centre (EMC) is implemented, the employee emails a functional email box within EMC to share her news with the HR employee helpdesk. The email is automatically converted into a Maternity SR via the implementation of processing rules on the functional email box, and routed to the correct resolving group via territories. The email is ‘Resolved’ automatically and an email sent to the employee advising her of the SR number that has been created for her issue, and asking her to review the SR in iSupport for next steps. Once the SR is picked up by a HR professional via the UWQ, the employee’s line manager is added as a contact to the SR so that they too have visibility of the SR via iSupport, and the maternity record is created and associated to the SR if the details were originally included in the email. If the due date was not provided by the employee, the HR professional calls the employee to ask for further details of the pregnancy.
Once the employee is in possession of her MATB1, she forwards it to the relevant HR department, and enters her proposed leave dates via Employee Self Service. Her absence request is automatically sent to her line manager for approval. At this point a minor customization in the form of a notification is required to make the HR professional aware of the absence approval. The purpose of the notification is essentially to inform the HR professional that the absence has been approved by the line manager and requires review. If payroll is outsourced, the HR professional may also need to inform the payroll provider of the changes to the employee’s situation.

On receipt of the bespoke notification, the HR professional checks the maternity leave dates entered by the employee are appropriate and if so populates the Additional Information for Agents Descriptive Flexfield in the SR with the related maternity absence record (See screenshot 4).
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Screenshot 4: Additional Information for Agents flexfield populated with maternity leave end date

The HR professional sends a confirmation of leave date letter to the employee, zooms from the SR into the core HR application, and using the date tracking functionality, updates the employee’s assignment status to show that the employee will be on maternity leave from the requested start date.
Once the MATB1 certificate is received by the HR employee helpdesk, the hard copy document is either filed or if a scanning solution is implemented, scanned against the maternity SR. The HR professional views the MATB1 certificate and captures the details of the document in the maternity record Evidence form and, if necessary, updates the 'Due Date' in the SSP Maternity screen. The HR professional calculates the employee's entitlements and sends a confirmation letter to the employee. As with the MATB1 certificate, if a scanning solution is implemented, correspondence relating to the case is scanned and attached to the SR. 
The SR sits in a dedicated absence queue in the UWQ separate from other queues that deal with shorter term SR types (See screenshot 5), so that these queues are not flooded with high volume absence SR types. 
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Screenshot 5: ‘Absence’ queue in Universal Work Queue
Any notes that are added to the SR by the HR professional during the course of processing the absence are visible to the SR contacts via the SR in the iSupport homepage, providing the note status is ‘Publish’. All SR contacts can add their own notes to the SR which are flagged to the HR professional via the Last Modified column or by a change to the SR status.
Business Rule Monitor is configured with rules to make the HR professional aware of activities that are outstanding in relation to the maternity SR. For example if the employee fails to provide a MATB1 by a specific week of her pregnancy, a notification is sent out to the HR professional to inform them of this missing document (See screenshot 6).
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Screenshot 6: Business Rule Monitor notification for outstanding MATB1 certificate.

When the employee gives birth, the HR employee helpdesk is contacted and informed of the baby's birth date. The HR professional zooms from the Contact Centre into the SSP Maternity form and enters the ‘Birth Date’ field. Additionally the HR professional accesses the absence screen and checks the employee's maternity leave start date. If the baby is born before the maternity leave is due to start then the HR professional updates the maternity leave dates and calculates the employee’s new entitlement. The new maternity details are confirmed by letter to the employee. If Oracle Payroll is not used, the HR professional also informs the payroll provider of the changes via the normal process.
The SR status is switched by the HR professional to a status which reflects the fact that the baby has been born, and if there is any additional information provided or changes to maternity leave dates, this is captured as a published note in the SR so that it is visible to the employee’s line manager (and the employee on her return from maternity leave). A notification rule is configured to send a notification to all the SR contacts when the new status is selected. This prompts the line manager to review the SR details via the iSupport homepage, and if necessary, review the amended maternity leave dates via Manager Self Service.
HR regularly run reports to identify employees that are due to return from maternity, and make line managers aware of employees intending to return to the workplace. Once the employee’s return to work is confirmed, the line manager makes the HR employee helpdesk aware of the dates, and they check that the maternity return date is as expected. If any changes have been made to the expected return date, the maternity leave absence record is updated and the employee's assignment status is also updated to reflect this. Details of the return to work are sent to the employee by letter. Through out this process, the SR is used as the vehicle to share information between the line manager and the HR professional via the creation of published SR notes by the HR professional, and updates in the SR entered by the line manager through iSupport. On her return the employee is able to view the entire history of her maternity absence via the SR and also by accessing the absence record via Employee Self Service. Once the employee has returned from maternity leave, the line manager accesses the SR via iSupport, and selects the appropriate final status to close the SR.

The benefits that this solution brings to the absence management process are transparency and enhanced sharing of information online. In addition to employees and line managers having the ability to create, review and manage absences in a paperless environment via Manager and Employee Self Service, the Service Request with all its notes, updates, and if a scanning solution is implemented, correspondence between the various parties and official documents, is visible to all contacts from the iSupport homepage. Moreover the SR provides a channel through which SR contacts and HR professionals can effectively communicate online during the lifecycle of the absence. As a result the complete history of the transaction is held in one place with links back to core HR. Depending on the type of absence, different HR data items can be linked to the SR via the Additional Information for Agents descriptive flexfield and used to build clever rules that prompt HR professionals to carry out tasks that are integral to the organization’s business processes. This means that there is less dependency on the periodic running of reports to identify actions that need to be undertaken in relation to absences. Finally the existence of the physical SR in the dedicated absence queue in the UWQ can also be viewed as a virtual ‘in-tray’ for members of the HR employee helpdesk team, which may appeal to those individuals who prefer having a tangible list of cases those they are actively working on. 
The solution set out in this document could naturally be extended by, for example, incorporating task and SR attribute functionality into the initial footprint. For instance tasks could be automatically generated at the point of SR creation or the Business Rule Monitor could be configured to create tasks for outstanding activities.  If a vanilla solution is not sought by the customer, SR attributes could be implemented into which the pertinent HR information is captured by the HR professional e.g. Due Date. This information could then be picked up by workflow and used to create the appropriate data items in the core HR applications. This automation would remove the requirement to ‘zoom’ from the Contact Center and/or Service Request Detail form into HR and further streamline the data creation process. However as with any invasive customization, the keystroke savings need to be considered in the context of system performance, Oracle patch releases and future product upgrades.
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