
HROA Service Taxonomy

Services Client
Responsibility

Provider
Responsibility

The services catalogue is a high level representation of Human Resources services activity. It is expected that the provider and the buyer will work together to refine the
description of actual activities to be outsourced or retained.
Definitions

Provider: The responsible party who is to provide outsourced services to by the buyer
Buyer: An organization that is outsourcing services to a provider(s).
Third Party Vendor: A product or service vendor associated with the buyer's processes who will work in conjunction with outsourced services

1 Organizational design and development
Organizational design is the alignment of structure, process, rewards, metrics and talent with the strategy of the business. Organization design may involve strategic
decisions, but is properly viewed as a path to effective strategy execution. The design process nearly always entails making trade-offs of one set of structural benefits
against another.

1 1 Ooranization Design and Development strategy and policies

1. 1. 1 Determine organizational development strategy 
1. 1. 2 Strategic Programs - Business Development (buy or build), Organizational Alliances, Organizational Transformation, Cultural Change 
1. 1. 3 Organizational Programs - Self-Directed Work Teams, Virtual Teams, Team Building/Group Facilitation-Learning 
1. 1. 4 Tactical Programs - Scorecards, Re-engineering, Quality (Six Sigma, Lean, TQM, ISO), Management by Objectives, Roles, Responsibilities 
1. 1. 5 Determine and document organizational development policy 
1. 2 Establish accountability for Ooganization Design processes

1. 2. 1 Financial Plans - Business case, cost to achieve, expected return 
1. 2.. 2 Maintain and support talent management systems that support OD objectives and their related interfaces 
1. 2.. 3 Manage the relationship with applicable OD Providers 
1. 2.. 4 Provide the ability to link data between current HR data systems to support employee development processes 
1. 3 Organization design assessment

1. 3. 1 Conduct organization design assessment 
1. 3. 2 Identify organization context and strategic intent 
1. 3. 3 Conduct as-is organizational assessment; analyze processes and workflow (inputs and outputs, products and information, customer interaction) 
1. 3. 4 Determine staffing - expertise (existing and required), short-term, long-term 
1. 3. 5 Conduct attitude and pulse surveys and recommend action plans from the results of attitude/pulse surveys 
1. 3. 6 Develop organization scorecard 
1. 4 Develop conceptual design

1. 4. 1 Develop organization principles and structural implications 
1. 4. 2 Select generic organization model and adapt 
1. 4. 3 Identify key management processes required 

1. 5 Develop detailed organization design

1. 5. 1 Detail design including measures and controls and feedback loops (consider structures, people, processes, rewards, and tasks or work systems) 
1. 5. 2 Review overall hierarchy 
1. 5. 3 Design the decision-making processes 
1. 5. 4 Design subsequent organization structure levels 
1. 5. 5 Develop management (organizational) processes 
1. 5. 6 Validate organization structure 
1. 6 Design teams and jobs
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1. 6. 1 Detail the team charters and accountabilities 
1. 6. 2 Develop Business Processes and sub-processes 
1. 6. 3 Define roles and link to jobs 
1. 6. 4 Conduct capacity planning 
1. 6. 5 Define Team structures 
1. 6. 6 Test for alignment 
1. 6. 7 Test for alignment to strategic intent 
1. 6. 8 Reconcile jobs / teams and detailed structure 
1. 7 Organization Development and Organization Effectiveness

1. 7. 1 Define the Organization's Mission – fundamental purpose of the organization 
1. 7. 2 Define the Organization’s Vision – what the organization aspires to be in the long term 
1. 7. 3 Define Organization goals and critical success factors 
1. 7. 4 Define measures of success 
1. 8 Review current organization performance

1. 8. 1 Review contribution of each function to core objectives 
1. 8. 2 Identify gaps in performance 
1. 8. 3 Assess whether the function can better be obtained from an external service or is required at all 
1. 8. 4 Identify areas where there is overlap, duplication or misalignment 
1. 8. 5 Assess impact that overlap and duplication has on the performance of the organization 
1. 8. 6 Solicit organizational input into the best solution to the issues 
1. 8. 7 Develop and implement action plan to address issues 
1. 9 Determine allocation of resources

1. 9 1 Identify the key outputs of each functional area of the organization and establish the relationship between those outputs 
1. 9. 2 Align stakeholders on the key efficiency and effectiveness criterion for an organization in order to plan, co-ordinate and monitor its areas of responsibility 
1. 9. 3 Assess resource allocation for the functional areas based on requirements and criterion 
1. 10 Develop performance indicators

1. 10. 1 Develop hierarchy of performance indicators to measure performance 
1. 10. 2 Design process and systems for measurement and review of performance indicators. 
1. 11 Implement a change program

1. 11. 1 Put in place a Change Program to achieve the transformation 
1. 11. 2 Gain access to individuals and information related to organization needs 
1. 11. 3 Conduct interviews, surveys, and focus groups 
1. 11. 4 Presentation of information collected 
1. 11. 5 Analysis of information collected 
1. 11. 6 Development of hypotheses 
1. 11. 7 Design and planning of intervention 
1. 11. 8 Execution of intervention 
1. 11. 9 Review and evaluate the transformation for expected results 

2 Workforce planning
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Workforce planning refers to the general management and planning of activities related to ensuring skills required in an organization to achieve business objectives are
available when needed and are cost-effective.

3 Recruitment
Recruiting is the process of identifying and hiring the best-qualified candidate (from within or outside of an organization) for a job vacancy, in a most timely and cost
effective manner.

3. 1 Recruitment strategy and policies
3. 1. 1 Develop organizational recruiting strategies and policies for experienced hires, entry level hires, executives, university graduates, interns, apprentices, temporary workers,

seasonal workers, rehires


3. 1. 2 Develop employee referral strategies and polices 
3. 1. 3 Forecast workforce trends 
3. 1. 4 Confirm and manage recruitment budget and approval processes 
3. 1. 5 Establish workforce resourcing plan and strategy 
3. 1. 6 Develop and manage employer brand and branding strategies 
3. 2 Requisition process
3. 2. 1 Develop job requisition 
3. 2. 2 Conduct needs assessment with hiring manager 
3. 2. 3 Develop job description, qualification requirements and indicative compensation and benefits package 
3. 2. 4 Submit job requisition request to fill a job vacancy 
3. 2. 5 Approve and sign-off job requisition documentation 
3. 2. 6 Notify manager of requisition status (approved/denied) 
3. 3 Candidate sourcing
3. 3. 1 Develop sourcing strategy 
3. 3.. 2 Develop, manage and maintain job posting systems (internal) 
3. 3.. 3 Develop, manage and maintain job posting systems (external) 

3. 3.. 4 Select recruiting / resourcing service providers 
3. 3.. 5 Manage retained recruiting/resourcing service provider relationships 
3. 3.. 6 Manage and coordinate with third party vendors producing recruiting literature and marketing materials 
3. 3.. 7 Manage design and messaging for company website, advertising, e-recruiting, job boards and other sources of direct recruitment 

3. 3.. 8 Coordinate advertising placement, e-recruiting, job boards, and other sources of direct recruiting placement 
3. 3.. 9 Process candidate applications 
3. 3.. 10 Match candidates to job requisition 

3. 3.. 11 Conduct initial candidate screening against job description/ qualifications or pre-defined initial screening criteria 
3. 3.. 12 Produce long list of candidates to progress to the subsequent stage of the recruitment process 
3. 3.. 13 Select candidates from the long list for assessment and/or interview 

3. 3.. 14 Notify unsuccessful candidates from initial screening stage 
3. 4 Applicant tracking
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3. 4. 1 Track and monitor status of applicants and requisitions 
3. 4. 2 Update applicant records following each stage of the recruitment progress 
3. 4. 3 Manage tracking and reporting databases to reflect current disposition and selections 
3. 4. 4 Monitor and report on self disclosure of gender, race and religious orientation from applicants (where a legislative requirement) 
3. 4. 5 Performs statistical analysis and develops action plans 
3. 4. 6 Track and maintain all pre-employment documentation from candidate 
3. 4. 7 Track employee referral candidates 
3. 4. 8 Notify payroll service provider of employee referral payment in line with company policy 

3. 5 Sourcing: Graduate, internship and professional community recruitment
3. 5. 1 Coordinate the strategy and select the targeted institutions for student recruitment 
3. 5. 2 Manage university/professional/community relationships for recruiting 
3. 5. 3 Respond to general inquiries and provide processing support to candidates 
3. 5. 4 Schedule and coordinate participation in campus events 
3. 5. 5 Organize and maintain supply of student/ professional communities recruitment materials 
3. 5. 6 Monitor and report on effectiveness of events, universities, etc., as sources of candidates 
3. 5. 7 Participate in university and professional community job fairs 
3. 6 Candidate assessment
3. 6. 1 Develop candidate assessment strategy 
3. 6. 2 Identify appropriate candidate assessment instruments including ability testing, personality questionnaires, case studies, scenario testing 
3. 6. 3 Select and approve assessment instruments 
3. 6. 4 Coordinate assessment instrument development, access, documentation and licenses 
3. 6. 5 Identify accredited personnel to administer and/or assess candidates using selected assessment instruments 
3. 6. 6 Conduct initial telephone pre-screening interview with short-listed candidates 

3. 6. 7 Identify successful candidates to progress to assessment and interview stage 
3. 6. 8 Schedule assessments including assessment centers , ability testing, personality questionnaires, case studies, scenario testing 
3. 6. 9 Distribute assessment instruments to assessors 
3. 6. 10 Distribute assessment exercises to candidates 
3. 6. 11 Conduct candidate assessment using selected tools 
3. 7 Interview and selection
3. 7. 1 Determine candidates to invite for main interview 
3. 7. 2 Schedule interview and arrange logistics 
3. 7. 3 Distribute interview packet 
3. 7. 4 Conduct main interview 
3. 8 Offer management
3. 8. 1 Coordinate drug testing according to policy 
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3. 8. 2 Hiring manager authority to recruit sign off completed 
3. 8. 3 Conduct background/ security screening 
3. 8. 4 Determine course of action based on background and security screening findings 
3. 8. 5 Determine candidates to offer job to 
3. 8. 6 Advise successful candidates 
3. 8. 7 Advise unsuccessful candidates 
3. 8. 8 Provide feedback to external candidates 
3. 8. 9 Provide feedback to internal candidates 
3. 8. 10 Hiring manager authority to recruit sign off completed 
3. 8. 11 Negotiate offer 
3. 8. 12 Prepare and distribute offer package 
3. 9 On boarding
3. 9. 1 Develop strategy for new employee orientation 
3. 9. 2 Design and maintain new employee orientation for organization-wide use and guidelines for business/location specific orientation procedures 
3. 9. 3 Coordinate the delivery of organization-wide orientation 
3. 9. 4 Conduct business/location specific orientation 
3. 9. 5 Conduct department orientation 
3. 9. 6 Follow-up on employee's integration and take corrective action where required 
3. 9. 7 Coordinate the organization of personalized work equipment e.g. phone, credit card 
3. 10 Contingent workers
3. 10. 1 Define contingent workforce policies and strategies 
3. 10. 2 Define contingent worker requirements 
3. 10. 3 Select contingent workforce agencies 
3. 10. 4 Manage contingent workforce third party vendor 
3. 10. 5 Coordinate contingent workforce sourcing and staffing needs with third party, including managed service agreements 
3. 10. 6 Manage compliance issues through the managed service agreements with the third party vendor 
3. 10. 7 Identify and qualify contingent workforce, including conducting eligibility employment checks and due diligence 
3. 10. 8 Design contingent workers onboarding program and materials 
3. 10. 9 Design contingent workforce policies and procedures 

4 Performance management
Performance management is a continuous process of communicating and clarifying job responsibilities, priorities and performance expectations in order to ensure mutual
understanding between supervisor and employee. Its objectives are to increase two-way communication between supervisors and employees, identify and resolve
performance problems, recognize quality performance and provide a basis for administrative decisions such as promotions, succession and strategic planning, and pay for
performance.

4. 1 Performance management strategy and policies
4. 1. 1 Determine organizational talent development strategy 
4. 1. 2 Determine and document performance management policy 
4. 1. 3 Design, develop and maintain performance management and appraisal recommended process 
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4. 1. 4 Design, develop and deploy individual talent profile forms 
4. 2 Objective and goal setting
4. 2. 1 Support goals cascading 
4. 2. 2 Administer goal setting and report cascaded goals alignment 
4. 3 Succession planning
4. 3. 1 Identify key roles 
4. 3. 2 Support identification of successors including readiness and gaps 
4. 3. 3 Support assessment and selection of successors 
4. 3. 4 Report organizational succession plan status 
4. 4 Competency management
4. 4. 1 Determine core competencies 
4. 4. 2 Determine leadership competencies 
4. 4. 3 Determine functional competencies 
4. 4. 4 Source competency libraries 
4. 4. 5 Aggregate and report individual competencies 
4. 4. 6 Aggregate and report competencies for a position or a group (organization or talent pool) 
4. 5 Career development plan
4. 5. 1 Display competency gaps for a targeted position 
4. 5. 2 Support documentation of development plans 
4. 6 Performance management administration and communications
4. 6. 1 Provide performance management inquiry management 
4. 6. 2 Manage access rights or permissions 
4. 6. 3 Deliver performance and development instruments (360 Degree Reviews, Myers Briggs, etc.) 
4. 6. 4 Provide performance process communications 

5 Learning management
Learning management is the administration, documentation, tracking, and reporting of training programs, classroom and online events, e-learning programs, and training
content. Typical outsourcing scope includes centralization and automation, self-service, assembly and delivery of learning content, consolidation of training initiatives on a
scalable web-based platform, and personalization of content to enable knowledge reuse.

5. 1 Learning strategy and policies
5. 1. 1 Deploy and maintain learning governance process 
5. 1. 2 Conduct learning supplier rationalization 
5. 1. 3 Define learning evaluation processes 
5. 1. 4 Provide learning organization effectiveness measures 
5. 1. 5 Define and deploy learning adoption communication strategy 
5. 2 Learning needs and assessment
5. 2. 1 Perform learning needs analysis 
5. 2. 2 Plan and develop learning curriculum 
5. 3 Content design and development
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5. 3. 1 Document learning program solution (including: competencies, gaps, learning objectives, content requirements, media selection, and development and deployment
strategy)



5. 3. 2 Perform content conversion 
5. 3. 3 Develop instructor-led training content 
5. 3. 4 Develop e-learning content 
5. 3. 5 Develop print content 
5. 3. 6 Source content 
5. 3. 7 Perform content localization and translation 
5. 3. 8 Manage content maintenance 
5. 4 Learning delivery
5. 4. 1 Manage learning schedule 
5. 4. 2 Manage instructor resources 
5. 4. 3 Manage learning event logistics 
5. 4. 4 Manage materials fulfillment 
5. 4. 5 Review and manage availability and capacity of instructors 
5. 5 Learning administration
5. 5. 1 Provide learning application user support including e-learning help-desk 
5. 5. 2 Provide learning inquiry management 
5. 5. 3 Enter and maintain learning catalog data 
5. 5. 4 Manage registration and assignment 
5. 5. 5 Manage session enrollment and waitlist 
5. 5. 6 Manage session cancellation 
5. 5. 7 Manage session record closure and roster entry 
5. 5. 8 Monitor certifications and report on completed, in-progress, active, lapsed, and expiring certifications 
5. 5. 9 Enter and maintain resource data 
5. 5. 10 Provide billing and chargeback reporting 
5. 5. 11 Deliver learning reports 

6 Compensation management
Compensation Management is the activities involved in providing monetary rewards including salary, bonuses, incentive, stock, total rewards, etc. It may additionally
involve benchmarking, surveys, salary planning, and reporting.

6. 1 Compensation strategy and policies
6. 1. 1 Strategy, program design, and policy interpretation for compensation programs 
6. 1. 2 Interpretation of and compliance with regulatory requirements: 
6. 1. 3 Establish compensation strategies and philosophies, and any variations that may apply for different geographical locations, business units, or job categories. 

6. 2 Compensation planning
6. 2. 1 Establish merit, promotion, job and salary adjustment budgets 
6. 2. 2 Develop merit increase guidelines 

HROA Service Catalogue_12-07-2011.xls
Service Catalogue 7 of 36 HROA



HROA Service Taxonomy

Services Client
Responsibility

Provider
Responsibility

The services catalogue is a high level representation of Human Resources services activity. It is expected that the provider and the buyer will work together to refine the
description of actual activities to be outsourced or retained.

6. 2. 3 Determine the process for managing the annual salary increase program 
6. 2. 4 Develop and approve program communication materials 
6. 2. 5 Monitor completion of salary planning worksheets via compensation administration and planning system 
6. 2. 6 Correct errors and request approvals for policy exceptions 
6. 2. 7 Approve/deny salary and/or job change recommendations 
6. 2. 8 Notify managers of final approved salary increases for their employees via the compensation administration and planning system 
6. 2. 9 Conduct adverse impact analysis based on reports produced by service provider and develop action plans as needed 
6. 2. 10 Monitor compliance 

6. 2. 11 Approve/deny exceptions to policy/process 
6. 2. 12 Oversee any off-cycle compensation adjustments

6. 2. 13 Notify managers of approved off-cycle adjustments for their employees 

6. 2. 14 Define the timing and format for online total compensation statements 
6. 2. 15 Prepare and distribute salary planning and training materials approved by the company to managers per agreed schedule via the compensation administration and

planning system


6. 2. 16 Track completion of salary planning materials by managers 

6. 2. 17 Track proposed salary increase spend against budgets and provide reporting and workflow to the company 
6. 2. 18 Validate salary plans for and adherence to policy and business rules approved by the company 
6. 2. 19 Route salary planning materials for required approvals 

6. 2. 20 Track and report on status of process 
6. 2. 21 Produce analytical report for the company to use in assessing adverse impact of actions on selected groups and categories of employees 
6. 2. 22 Track returning leave of absence employees for missed merit increases and process upon return to work 
6. 2. 23 Calculate retroactive-adjustments, if applicable, according to the company's direction 
6. 2. 24 Send approved salary actions to payroll service provider for processing 
6. 2. 25 Notify employees and managers of adjustment 
6. 2. 26 Provide compensation system that supports the administration of off cycle compensation adjustments and job changes 
6. 2. 27 Provide a compensation system that supports the servicing of global requirements inclusive of 13th, 14th or 16th month payments where required by country based pay

legislation


6. 3 Plan design and market analysis
6. 3. 1 Design and manage base and incentive pay programs including number and type of pay structures/plans, salary and incentive levels, and pay ranges/hour wage

structures


6. 3. 2 Approve periodic adjustments to pay and incentive structures 
6. 3. 3 Analyze market data and make recommendations regarding pay structure adjustments 
6. 3. 4 Prepare cost analyses of proposed structure adjustments  
6. 3. 5 Enter approved pay structure rates into the administration system 
6. 4 Salary surveys and job evaluation
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6. 4. 1 Establish the company’s annual budget for salary surveys 
6. 4. 2 Determine surveys to participate in or purchase to gain a comprehensive perspective of competitive pay practices in applicable labor markets 
6. 4. 3 Provide source data to help service provider define benchmark jobs and survey job matches 
6. 4. 4 Review and validate recommended survey job matches 
6. 4. 5 Provide additional data as needed for inclusion in surveys (e.g., company statistics, salary budgets, program design elements, etc.) 
6. 4. 6 Review final survey input prior to submission 
6. 4. 7 Make recommendations regarding key surveys to assist company's insight into competitive pay practices in applicable labor markets 
6. 4. 8 Complete survey related to data maintained by service provider 

6. 4. 9 Notify the company of additional data needs 
6. 4. 10 Prepare survey questionnaire, review and coordinate final submission 
6. 4. 11 Combine survey market data from all sources into a common database and link data to benchmark jobs 

6. 4. 12 Define the job evaluation program and job classification system and code structure 
6. 4. 13 Develop job documentation and provide to service provider for evaluation 
6. 4. 14 Provide additional data to service provider to complete evaluation recommendation 

6. 4. 15 Make decisions regarding final job grading and FLSA status 
6. 4. 16 Perform ad hoc job evaluations for new or changed jobs based on the company's defined job evaluation approach and job documentation provided 
6. 4. 17 Provide draft market pricing, survey information related to FLSA (US) or other standard prevalence where available, recommended grade, and evaluation documentation

within business days of receipt of request


6. 4. 18 Perform and report on impact analyses of evaluations 
6. 5 Compensation application and reporting
6. 5. 1 Provide timely and accurate transmission of data input files sent to service provider from the company 
6. 5. 2 Define roles and required security for access to data, workflow and reporting  
6. 5. 3 Define and approve all required IT provisions relative to data security, system infrastructure, authentication and sign on and data management and transmission  

6. 5. 4 Provide and maintain a system that is adherent to all company requirements for IT provisions  
6. 5. 5 Provide and maintain a tool that allows single sign on access from the company approved and defined system 
6. 5. 6 Provide and maintain a configurable tool that supports multiple business rules and roles applicable to managing the required compensation work flow, processes and data

views


6. 5. 7 Provide and maintain a tool that supports company or compliance oriented language requirements for compensation related notices and web content 
6. 5. 8 Provide and maintain a tool that supports multiple currencies for display, entry, and reporting of compensation amounts 
6. 5. 9 Provide and maintain a tool that facilitates the utilization and management of compensation planning and workflow hierarchy  
6. 5. 10 Provide and maintain a compensation planning and administration tool that allows for key data fields as defined by the company. 
6. 5. 11 Provide and maintain a compensation planning and administration tool that facilitates the focal compensation planning cycle including multi-dimensional business rules

and configuration for:


6. 5. 12 Provide a tool that allows client compensation professionals and managers to run reports and analytics including ability to download to common business tools (MS Excel,
MS Access)


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6. 5. 13 Provide a tool that supports standard, ad-hoc and specific company reporting requirements 
6. 5. 14 Provide a tool that supports multiple currencies for display and entry of compensation amounts 
6. 5. 15 Reporting capability that supports the calculation of selected currency equivalences based on current and historic points in time 
6. 6 Administration services and support
6. 6. 1 Administration services and support for Salary Planning 
6. 6. 2 Administration services and support for Salary Administration 

6. 6. 3 Administration services and support for Executive compensation administration  
6. 6. 4 Administration services and support for Incentive compensation 
6. 6. 5 Administration services and support for Data and systems administration 
6. 6. 6 Administration services and support for Data analysis and ad hoc reporting 
6. 6. 7 Administration services and support for Online compensation decision support content 
6. 6. 8 Administration services and support for regulatory requirements related to compensation administration 

7 Mobility and international assignments
Mobility includes a range of business processes to transfer employees, their families, and/or entire departments of a business to a new location. Relocation services are
not synonymous with moving/relocation companies as not all of these companies offer "relocation services'.
Such business processes can include domestic residential services where an employee moves within a country or state as well as international relocation services which
include planning for working abroad. An agency providing relocation services directs and manages the process of relocation including arranging necessary documents,
finding a new house, finding a school for children and/or introducing fresh expatriates to the local culture.

7. 1 Global mobility strategy and policies
7. 1. 1 Develop global mobility policy 
7. 1. 2 Service provider selection and management 
7. 1. 3 Communicate global mobility policy 
7. 2 Assignment initiation services
7. 2. 1 Assignee selection and approval 
7. 2. 2 Assignment package preparation and exception processing 
7. 2 3 Assignment briefings 
7. 2 4 Destination services, work permits, visas, language training, cultural orientation, medical considerations 
7. 2 5 Housing - home and host country 
7. 2 6 Pre- assignment briefing/orientation sessions 
7. 2 7 Pre-assignment disbursements and assignment-related expense reimbursement 
7. 3 On-assignment services
7. 3. 1 Recurring and non-recurring assignment pay, assignment-related expense reimbursement, and assignee loans and advances 
7. 3. 2 Monitor expiration dates 
7. 3 3 Home leave, R&R, and dependent travel 
7. 3 4 Compensation accumulation and tax administration 
7. 3 5 Extension of assignment or localization 
7. 3 6 Resignation or termination during assignment 
7. 4 Repatriation services
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7. 4. 1 Repatriation initiation, briefings and exceptions processing 
7. 4. 2 Departure assistance 
7. 4 3 Housing - home country 
7. 4 4 Repatriation disbursements and assignment-related expense reimbursement 
7. 4 5 Compensation accumulation and tax administration 
7. 5 Tax services
7. 5. 1 Tax briefings - home and host country 
7. 5. 2 Tax advances 
7. 5 3 Tax equalization calculations 
7. 5 4 Tax return preparation 
7. 5 5 Tax notice/audit support 
7. 5 6 Tax advice, guidance and planning 
7. 6 Household goods shipment
7. 6. 1 Initiate move process 
7. 6. 2 Move survey 
7. 6 3 Packing 
7. 6 4 Departure, in-transit services, arrival/delivery, and claims services 
7. 6 5 Materials, packing, and storage standards 
7. 6 6 Agent, subcontractor, and partner management 
7. 7 Vendor Management
7. 7. 1 Manage vendor performance/undertake quality assessments 
7. 7. 2 Monitor vendor marketplace 

8 Employee data management
Employee Data Management activities include updating, maintaining, and managing data related to Employees. Administration primarily takes place in the human
resources information system (HRIS) which is the system of record.

8. 1 Employee Data Management Strategy and Policy
8. 1. 1 Define EDM strategy and roadmap 
8. 1. 2 Establish EDM objectives 
8. 1. 3 Provide update on innovations and trends 
8. 1. 4 Develop an EDM service delivery model 
8. 2 Accountability for data management
8. 2. 1 Define EDM governance 
8. 2. 2 Maintain and support EDM solutions and integration with other service towers 
8. 2. 3 Provide the ability to access required data for transactions 
8. 2. 4 Monitor EDM effectiveness and quality control to client's data standards 
8. 3 Employee Data Management Solution
8. 3. 1 Implement solution to support EDM requirements 
8. 3. 2 Manage EDM change impacts 
8. 4 Data Management Services
8 4. 1 Organization Data Management Services
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8 4. 1. 1 Update organization related data through self-service 
8 4. 1. 2 Notify service provider of organization data change 
8 4. 1. 3 Update organization related data on HRIS 
8 4. 1. 4 Provide electronic notification to requestor of completion 
8 4. 2 Employee life cycle data management services

8 4. 2. 1 Employee On boarding

8 4. 2. New Hire Instruction 
8 4. 2. Employee onboarding related data administration 
8 4. 2. 2 Promotion, demotion, transfer, suspension and job reclassifications

8 4. 2. Provide approved promotion, demotion, transfer, suspension or job reclassification request 
8 4. 2. Process approved request in the HRIS 
8 4. 2. Provide electronic notification to managers, HR and other identified parties of process completion 

8 4. 2. 3 Separations – voluntary, involuntary, retirement, death 
8 4. 2. Notify service provider of employee separation 
8 4. 2. Communicate with works councils and unions for involuntary separation 

8 4. 2. Initiate separation process via electronic forms 
8 4. 2. Coordinate Outplacement 
8 4. 2. Coordinate Unemployment claim 

8 4. 2. Coordinate insurance related claims 
8 4. 2. Coordinate and confirm collection of client property 
8 4. 2. Schedule and coordinate required departure meetings 

8 4. 2. Communicate to service provider provisions of the separation agreement 
8 4. 2. Notify payroll of provisions of the separation agreement 
8 4. 2. Provide electronic notification to third parties and internal functions as specified 
8 4. 2. Process separation transaction in the HRIS 
8 4. 2. 4 Data changes for populations without access to self-service

8 4. 2. Provide data change instruction 
8 4. 2. Submit required supporting evidence electronically 
8 4. 2. Perform data change on HRIS 
8 4. 2. Process electronic or image documentation 
8 4. 2. Retain electronic images received from the client for processing of employee related data per client electronic records retention policy 
8 4. 2. Maintain electronic data 
8 4. 2. Maintain physical employee records 
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8 4. 2. Mass data change uploads

8 4. 2. Compile mass record change information on Data Upload Forms and forward to service provider 
8 4. 2. Validate mass upload request and reject for re-submission if request is incomplete 
8 4. 2. Process mass upload request and manage kick-outs 
8 4. 2. Notify requestor once upload has been completed and provide a verification report 

9 Employee relations
Employee relations refers to the general management and planning of activities related to developing, maintaining, and improving employee relationships by
communicating with employees, processing grievances, disputes, and related activities.

9. 1 Employee relations strategies and policies
9. 1. 1 Develop, implement and monitor employee relations policies, strategies and practices 
9. 1. 2 Develop/maintain and utilize relationships with Employer groups 
9. 1. 3 Source and maintain specialist Employment Law advice channels (newsletters, manuals, legal help lines, law firms etc.) and act on the advise as required 

9. 1. 4 Monitor Industrial Relations /Employee Rrelations trends and legislation changes 
9. 2 Industrial relations strategies and policies
9. 2. 1 Develop, implement and monitor industrial relations/ local labor relations policies, strategies and practices 

9. 2. 2 Develop, implement and monitor collective bargaining/ labor agreements 
9. 2. 3 Develop, implement and monitor consultation and feedback mechanisms with trade union 
9. 2. 4 Manage local Trade Union's) activity including requests and endorsements for polices and procedures 
9. 2. 5 Communicate all negotiated changes to collective contracts to the service provider 
9. 2. 6 Provide employees and retained HR , with the contractual documentation and/or collective bargaining agreements as required 
9. 2. 7 Manage employee queries and administration of terms and conditions of collective bargaining agreements 
9. 3 Works council strategies and policies
9. 3. 1 Develop, implement and monitor Works Council / employee consultation committees, policies, strategies and practices 
9. 3. 2 Develop, implement and monitor consultation and feedback for HR and/or business policies and programs with the Works Council/ employee committees 

9. 3. 3 Coordinate management of elections process for Works Councils/ employee committees 
9. 3. 4 Provide administration support to retained HR/ business management for the election of Works Council members / employee representatives 
9. 3. 5 Manage content of Work Council / employee committee meetings and communications 
9. 3. 6 Schedule, set up and administer meetings for Work Councils/ employee committees 
9. 4 Disciplinary, appeal and grievance management
9. 4. 1 Disciplinary administration
9. 4. 1. 1 Register disciplinary investigation 
9. 4. 1. 2 Notify and communicate, including invitation hearing letters with employee under investigation 
9. 4. 1. 3 Schedule and conduct disciplinary hearing investigations 
9. 4. 1. 4 Inform employee of the outcome of the disciplinary hearing, including appropriate written communications 
9. 4. 1. 5 Update employee records if disciplinary sanction awarded 
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9. 4. 1. 6 Remove spent disciplinary sanctions from employee records 
9. 4. 2 Appeal administration
9. 4. 2. 1 Register employee appeal notification 
9. 4. 2. 2 Schedule and conduct appeal hearing , including hearing letters 
9. 4. 2. 3 Inform employee of the outcome of the appeal hearing, including appropriate written communications 
9. 4. 2. 4 Update employee records if appropriate 
9. 4. 3 Grievance administration
9. 4. 3. 1 Register employee grievance 
9. 4. 3.. 2 Schedule and conduct grievance hearing, including hearing letters 

9. 4. 3.. 3 Inform employee of the outcome of the grievance hearing, including appreciate written communications 
9. 4. 3.. 4 Update employee records if appropriate 
9. 5 Employee relations advice and guidance
9. 5. 1 Provide HR and business managers with basic advice and coaching on IR/ER policy and issues to equip them to be first port of call for their employees 
9. 5. 2 Provide HR and business managers with specialist advice and coaching on IR/ER policy and issues to resolve complex employee relations queries and issues 

9. 5. 3 Face-to-face problem resolution related to Industrial Relations/Employee Relations 
9. 6 Employee relations administration
9. 6. 1 Keep records of incident/case management on employee disciplinary, appeal and grievance cases 
9. 6. 2 Provide data that supports administration of incident/case management at required intervals 
9. 6. 3 Provide records/information as required for disciplinary, grievance and appeal meetings and hearings 
9. 6. 4 Monitor and report on incidents/cases for general ER trends 
9. 6. 5 Manage and respond to Employment Tribunal/ legal claims 
9. 6. 6 Schedule, set up and administer meetings for Work Councils/ employee committees 
10 Benefits management

Benefits administration includes the administration of many aspects of employee benefit plans including Health and Welfare, Defined Benefit and Defined Contribution.
Many employee benefit plans have highly technical aspects and complex administration which are addressed through outsourcing.

For Example - the following benefit types could be outsourced based on final client requirements (Medical, Dental, Vision, Prescription Drug, Basic EAP (non-electable),
Basic and Optional STD, Basic and Optional LTD, Basic Life, Supplemental Life, Basic and Supplemental Spouse Life, Child Life, Basic and Optional AD&D for
Employee/Spouse/Child(ren), HC FSA, DC FSA, HSA and LPFSA, Parking, Transit Accounts, Option based Group Legal, Vacation Buy, and Business Travel Accident)

10. 1 Benefits strategy and policies
10. 1. 1 Benefits program design, including eligibility rules 
10. 1. 2 Budget setting and approval 
10. 1. 3 Benefit plan service provider selection and fiduciary responsibility 
10. 2 Benefits enrollment - ongoing for new hires, newly eligibles, family status changes, new retirees, survivors, qualified medical child support orders
10. 2. 1 Provide enrollment opportunity notification
10. 2. 1. 1 Create enrollment opportunity notification 
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10. 2. 1. 2 Deliver enrollment opportunity notification 
10. 2. 2 Provide confirmation of enrollment elections / default elections
10. 2. 2. 1 Create confirmation of elections 
10. 2. 2. 2 Deliver confirmation of elections 
10. 2. 3 Calculate payroll deductions and transmit to payroll service provider
10. 2. 4 1 Calculate per pay period deductions for each client employee and transmit deductions file to client payroll administrator 
10. 3 Annual enrollment
10. 3. 1 Plan and manage annual enrollment project 
10. 3. 2 Communicate potential plan design changes for upcoming plan year, and confirm key dates associated with any new plan year updates; confirm plan design changes, as

well as accuracy of new plan year rates and ZIP codes


10. 3. 3 Create and manage annual enrollment project plan 
10. 4 Administer plan design, rate and eligibility changes
10. 4. 1 Coordinate new plan year updates, including upcoming year plan design changes, rates, and ZIP codes for client carriers 
10. 4. 2 Test all changes to verify compliance with submitted documentation and readiness for client testing 
10. 4. 3 Participate in client testing and approve system set-up for new plan year 
10. 4. 4 Manage all communication to client employees and managers related to annual enrollment and new plan year updates 
10. 4. 5 Manage client carrier relationships 
10. 5 Calculate payroll deductions and transmit to payroll service provider
10. 5. 1 Calculate per pay period deductions for each client employee and transmit deductions file to client payroll administrator 
10. 5. 2 Process benefits during concurrent plan years 
10. 5. 3 Support concurrent plan year processing on an ongoing basis for up to two consecutive plan years 
10. 6 Benefits administration
10. 6. 1 Determine eligibility and provide updates ü
10. 6. 1. 1 Support employee, client, and third party vendor inquiries 
10. 6. 1. 2 Respond to inquiries regarding eligibility 
10. 6. 1. 3 Respond to inquiries regarding benefit plans 
10. 6. 1. 4 Respond to inquiries regarding benefits strategy and policy, or regarding previous history unknown to service provider 
10. 6. 1. 5 Update benefits data ü
10. 6. 1. 6 Retain benefits data ü
10. 6. 1. 7 Report benefits data ü
10. 6. 2 Audit family status changes and verify eligibility
10. 6. 2. 1 Audit family status changes; request audited employees to provide required documentation 
10. 6. 2. 2 Review submitted documentation to verify compliance with client-specified rules; terminate coverage if documentation is non-compliant 
10. 6. 2. 3 Store all documentation received 
10. 6. 3 Terminate dependent coverage
10. 6. 3. 1 Terminate dependent coverage in accordance with client plan rules 
10. 6. 3. 2 Report dependent termination date to client carriers 
10. 6. 3. 3 Send data to client COBRA service provider for terminated dependents 
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10. 6. 4 Process evidence of insurability requirements
10. 6. 4. 1 Pend life insurance elections in accordance with client and/or client carrier evidence of insurability (EOI) requirements 
10. 6. 4. 2 Provide and/or confirm accuracy of information required to complete EOI form (e.g., client employee annual salary) before employee submits completed form to carrier 

10. 6. 4. 3 Monitor status of EOI submission directly with client carrier; support pending elections until receipt of EOI approval from carrier 
10. 6. 4. 4 Adjust benefits records, update payroll records, and generate and notify employee upon receipt of client carrier determination 
10. 6. 4. 5 Collect beneficiary designations 
10. 6. 5 Manage appeals for exceptions
10. 6. 5. 1 Review submitted appeals; approve or deny pursuant to any client-defined pre-approved exceptions; escalate other appeals to client for approval / denial 

10. 6. 5. 2 Provide list of pre-approved exceptions; review escalated requests and supporting data; approve or deny appeals; notify employee of decision in writing; notify service
provider of decision

ü

10. 6. 5. 3 Update systems to reflect client decision 
10. 6. 5. 4 Process haste enrollments 
10. 7 Benefits service provider management, reporting and payment
10. 7. 1 Manage benefits carrier relationships 
10. 7. 2 Report eligibility and premiums to benefits carriers 
10. 7. 2. 1 Post eligibility files 
10. 7. 2. 2 Acknowledge receipt of weekly eligibility files, and report any eligibility discrepancies to service provider

10. 7. 2. 3 Track acknowledgement of file receipt and follow-up with any client carrier not providing such acknowledgement 
10. 7. 2. 4 Coordinate with carriers to seek to resolve any load report errors 
10. 8 Disburse premiums to benefits providers
10. 8. 1 Report to client premium amounts due to each benefit carrier 
10. 7. 2 Provide funds to service provider to pay premiums to benefit carriers 
10. 7. 3 Report and disburse premiums to benefit carriers and coordinate with carriers to seek to resolve any discrepancies related to premiums 
10. 7. 4 Provide reports to client showing current active enrollment for each benefit carrier and any data added/changed/deleted since previous reporting period 
10. 8 5 Calculate retroactive premiums 
10. 9 Advocacy services
10. 9. 1 Coordinate exception claims with benefits service providers 
10. 9. 2 Make exception determinations 
10. 9. 3 Notify employee of exception status and resolution 
10. 10 Ancillary benefit services (USA example)
10. 10. 1 Tuition reimbursement - US/Canada 
10. 10. 1. 1 Process pre-approvals 
10. 10. 1. 2 Process and adjudicate reimbursement requests 
10. 10. 1. 3 Administer reimbursement payments 
10. 10. 1. 4 Manage appeals 
10. 10. 2 Flexible spending account (FSA) administration - US
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10. 10. 2. 1 Process claims 
10. 10. 2. 2 Adjudicate claims 
10. 10. 2. 3 Administer claims reimbursement 
10. 10. 2. 4 Produce and deliver account statements 
10. 10. 2. 5 Process accounts during concurrent plan years 
10. 10. 3 Commuter benefit administration - US

10. 10. 3. 1 Process claims 
10. 10. 3. 2 Adjudicate claims 
10. 10. 3. 3 Administer claims reimbursement 
10. 10. 3. 4 Produce and deliver account statements 
10. 10. 4 COBRA administration - US

10. 10. 4. 1 Produce and deliver general notices 
10. 10. 4. 2 Process qualifying events 
10. 10. 4. 3 Administer initial COBRA enrollment 
10. 10. 4. 4 Collect and disburse premiums 
10. 10. 4. 5 Monitor grace periods 
10. 10. 4. 6 Manager annual enrollment for COBRA 
10. 10. 4. 7 Terminate coverage 
10. 10. 4. 8 Manage appeals 
10. 10. 4. 9 Monitor Medicare eligibility for COBRA participants 
10. 10. 4. 10 Notify participants of COBRA conversion rights 
10. 10. 4. 11 Administer COBRA related to employees on severance 
10. 10. 4. 12 Administer COBRA in coordination with client subsidies 
10. 10. 5 Leave administration - US

10. 10. 5. 1 Support leave inquiries 
10. 10. 5. 2 Determine leave eligibility 
10. 10. 5. 3 Process leave requests 
10. 10. 5. 4 Administer leaves of absence, including FMLA 
10. 10. 5. 5 Coordinate with disability/workers compensation claims admin 
10. 10. 5. 6 Track and manage return to work 
10. 10. 5. 7 Provide leaves reporting 
11 Retirement management

Retiree management includes the administration of many aspects of retiree benefit plans including Health and Welfare, Defined Benefit and Defined Contribution. Many
retiree benefit plans have highly technical aspects and complex administration which are addressed through outsourcing.

11. 1 Retirement strategy and policies
11. 1. 1 Retirement programs design 
11. 1. 2 Eligibility determination and monitoring 
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11. 1. 3 Budget setting and approval 
11. 1. 4 Benefit plan service provider selection and fiduciary responsibility 
11. 2 Retirement plan enrollment - ongoing (new hires, newly eligibles, new retirees, survivors, terminated vesteds, terminated non-vesteds, inactive employees,

beneficiaries, alternate payees, joint annuitants )
11. 2. 1 Enrollment opportunity notification 
11. 2. 2 Enrollment election data capture 
11. 2. 3 Enrollment election / default election employee notification 
11. 2. 4 Payroll deduction, calculations and transmission to payroll service provider (as applicable) 
11. 3 Retirement plan annual enrollment for applicable plan(s)
11. 3. 1 Annual enrollment schedule 
11. 3. 2 Plan design, eligibility and election changes 
11. 3. 3 System configuration changes 
11. 3. 4 Payroll deduction updates and transmission to payroll service provider 
11. 4 Retirement plan-related communications
11. 4. 1 New hires 
11. 4. 2 Newly eligible participants / election changes 
11. 4. 3 New retirees / survivors 
11. 4. 4 Annual enrollment, if applicable 
11. 4. 5 Current retirees / survivors 
11. 4. 6 Provide quarterly statements, if applicable 
11. 5 Retirement plan service provider management, reporting and payment
11. 5. 1 Retirement service provider(s) relationship management 
11. 5. 2 Retirement service provider(s) eligibility and benefit election reporting 
11. 5. 3 Plan sponsor reporting 
11. 6 Defined benefit administration
11. 6. 1 Eligibility determination and updates 
11. 6. 2 Calculate benefit per plan rules 
11. 6. 3 Employee, client, and third party vendor inquiries 
11. 6. 4 Prepare pension estimates 
11. 6. 5 Defined benefits data updates 
11. 6. 6 Defined benefits data retention 
11. 6. 7 Defined benefits data reporting 
11. 6. 8 Beneficiary designation collection 
11. 6. 9 Management of appeals process 
11. 6. 10 Management of aging events for active participants 
11. 6. 11 Provide defined benefit plan information to actuary 
11. 6. 12 Conduct lost participant search 
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11. 6. 13 Perform non-discrimination testing 
11. 6. 14 Conduct death audit 
11. 7 Defined contribution administration
11. 7. 1 Eligibility determination and updates 
11. 7. 2 Maintain participant election data (contribution rates, investment elections, etc.) 
11. 7. 3 Employee, client, and third party vendor inquiries 
11. 7. 4 Process contribution rate and election changes 
11. 7. 5 Daily processing for valuation 
11. 7. 6 Fund transfers 
11. 7. 7 Loan Administration 
11. 7. 8 Rollover administration 
11. 7. 9 Defined contribution data updates 
11. 7. 10 Defined contribution data retention 
11. 7. 11 Defined contribution data reporting 
11. 7. 12 Beneficiary designation collection 
11. 7. 13 Management of appeals process 
11. 7. 14 Perform non-discrimination testing 
11. 7. 15 Provide defined contribution plan information to actuary 
11. 8 Defined benefits fund management
11. 8. 1 Provide trade instructions to trustee 
11. 8. 2 Perform reconciliation and controls of plan records to trust 
11. 9 Defined contribution fund management
11. 9. 1 Provide trade instructions to trustee 
11. 9. 2 Perform reconciliation and controls of plan records to trust 
11. 9. 3 Accept daily unit value prices from trustee 
11. 10 Benefit administration for retired employees
11. 10. 1 Process retiree benefit election forms 
11. 10. 2 Coordinate with retiree medical plan service provider, if applicable 
11. 10. 3 Instruct pension payroll service provider to take deductions if applicable 
11. 11 Pension administration for retired employees
11. 11. 1 Process pension election forms 
11. 11. 2 Perform tax withholding and remittance processing for federal and state taxes 
11. 11. 3 Reconcile gross to net 
11. 11. 4 Providing funding instructions to trustee and/or client 
11. 11. 5 Management of aging events for retiree participants 
11. 11. 6 Notify pension payroll service provider of initial payment instructions / subsequent changes 
11. 11. 7 Process death of retiree and set up survivor records 
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12 Time and attendance
Time and attendance is the process of collecting and monitoring how much time an employee works on an activity or a project for payroll, cost accounting and
management reporting purposes.

12. 1 Time and attendance strategy and policies
12. 1. 1 Develop, implement and monitor employee time-related policies, strategies and practices 
12. 2 Labor data transaction collection and approval
12. 2. 1 Data collection

12. 2. 1. 1 Enter time and labor data 

12. 2. 1. 2 Validate data entry 
12. 2. 2 Data approval

12. 2. 2. 1 Approve time files 
12. 2. 2. 2 Review any error notifications and adjust entries as needed 

12. 2. 2. 3 Review and approve employee time entry/time card 
12. 2. 2. 4 Notify employee of any discrepancy 
12. 2. 2. 5 Follow client internal process to document edits made 

12. 2. 3 Ongoing support for labor transaction collection and approval

12. 2. 3. 1 Support time collection devices at client locations 
12. 2. 3. 2 Enable client to import data from other time collection systems 
12. 2. 3. 3 Coordinate with payroll representative to resolve issues impacting payroll that are related to the time and labor management system 

12. 2. 3. 4 Notify service provider of changes to client-defined work rules 
12. 2. 3. 5 Update system based on changes to client-defined work rules 
12. 2. 3. 6 Notify service provider of changes to organizational hierarchy that may impact system configuration 
12. 2. 3. 7 Update system based on changes to client organizational hierarchy 
12. 3 Time and attendance data processing
12. 3. 1 Data processing 
12. 3. 2 Approve and maintain accrual policies, accrual schedules, leave increments, and hard stops 
12. 3. 3 Gather, validate, correct and approve system tables 
12. 3. 4 Process time and labor data entry 
12. 4 Interface management
12. 4. 1 Provide interface of time and labor data to payroll 
12. 4. 2 Calculate and process payroll, including validating, balancing, and auditing submitted data 
12. 4. 3 Manage import and export of data into and out of time and labor system (e.g., data for items such as taxable fringe benefits, commissions, and bonuses)

12. 4. 4 Ensure data supplied from non-service provider systems is provided with mutually agreed processing schedule and format 
12. 4. 5 Manage relationship with third party vendors for client external interfaces 
12. 5 Time and attendance administration
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12. 5. 1 Employee inquiries 
12. 5. 2 Respond to employee inquiries related to system navigation and password resets 
12. 6 Business rule compliance monitoring 
12. 6. 1 Define business rules and workflow for regular business rule compliance reports 
12. 6. 2 Provide regular reports to assist client in monitoring compliance with business rules 
12. 7 Workforce scheduling
12. 7. 1 Provide workforce scheduling tool 
12. 7. 2 Update workforce scheduling tool with changes to staffing requirements, as well as changes for each employee that could impact qualifications and/or availability to work 

12. 8 Time and attendance reporting
12. 8. 1 Generate and distribute time related reporting 
13 Payroll

Payroll administration encompasses all the tasks involved in paying an organization’s employees and other payees. It also includes calculating taxes and social security,
as well as ensuring that they are properly withheld and processed. Depending on the company in question, a full range of other deductions may be calculated, withheld,
and processed as part of payroll administration.

13. 1 Payroll strategy and policies (e.g., pay frequency, pay dates, methods of payment)
13. 1. 1 Develop, implement and monitor employee payroll policies, strategies and practices 
13. 2 Data processing
13. 2. 1 Configure and maintain system
13. 2. 1. 1 Configure, apply, and maintain payroll schedules and applicable tax-related calculations throughout the year 
13. 2. 1. 2 Provide data elements, review and approve system table configuration 

13. 2. 1. 3 Update tax tables and processing calendars 
13. 2. 2 Process employee payroll data changes

13. 2. 2. 1 Update employee data and/or make requests for changes 

13. 2. 2. 2 Enter and update basic demographic data for client employees, managers, and practitioners who have no internet access 
13. 2. 2. 3 Collect and submit data needed to update employee records, including updates for client employees who have no internet access 
13. 2. 2. 4 Use data submitted by client to update employee data 

13. 2. 3 Process pay rate changes
13. 2. 3. 1 Provide data necessary for required pay rate changes 

13. 2. 3. 2 Use data submitted by client to update employee data 
13. 2. 4 Process mass data changes
13. 2. 4. 1 Notify service provider of upcoming mass data changes and coordinate processing, including submission of data in required format 
13. 2. 4. 2 Process mass data changes as requested 
13. 2. 5 Audit data
13. 2. 5. 1 Validate submitted payroll data in accordance with service provider best practices 

13. 2. 5. 2 Assist in resolving errors, as needed 
13. 2. 5 1 Conduct monthly quality assurance audits in accordance with service provider standards 
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13. 3 Garnishment processing

13. 3. 1 Interpret garnishment orders
13. 2. 1. 1 Process new and/or garnishment orders and wage attachments received from client 

13. 2. 2 Process and fund garnishment payments
13. 3 2. 1 Process garnishment payments every payroll, or according to a defined frequency (e.g., end of each month) in accordance with requirements of garnishment order 

13. 3. 2. 2 Fund garnishment payments as defined in client-service provider Agreement 
13. 4 Pay processing - on-cycle

13. 4. 1 Manage input - interfaces, automated transactions, and manual transactions
13. 4. 1. 1 Set up and maintain system for client payroll processing 
13. 4. 1. 2 Facilitate payroll processing by defining payroll policies, procedures, and pay rules; executing payroll production tasks in accordance with schedule; ensuring all pay data

input files are transmitted to service provider in accordance with schedule; and notifying service provider of any required changes


13. 4. 1. 3 Perform and verify pay data updates; schedule and receive pay data inputs from client and/or client third party vendors if applicable; capture and validate required data
inputs and updates from interfaces, automated transactions, and manual transactions



13. 4. 2 Audit input for quality assurance
13. 4. 2. 1 Audit pre- and post-payroll results 
13. 4. 3 Calculate earnings
13. 4. 3. 1 Define earnings calculations and attributes; define accumulators and memo code set-up 
13. 4. 3. 2 Set up and maintain all earnings, with associated calculations, including configurable options, as directed by client 
13. 4. 3. 3 Maintain earnings data for each client employee beginning as of services effective date 
13. 4. 4 Calculate deductions
13. 4. 4. 1 Define deduction calculations 
13. 4. 4. 2 Set up and maintain all deductions with associated calculations, including configurable options, as directed by client 
13. 4. 5 Balance and reconcile output
13. 4. 5. 1 Balance and reconcile payroll process components (e.g., reports, imports, accounts) 
13. 4. 6 Manage output - posting to self service; file transmissions
13. 4. 6. 1 Post payroll data to self service 
13. 4. 6. 2 Manage distribution of files to client and client third party vendors 
13. 4. 7 Fund payroll
13. 4. 7. 1 Fund payroll as directed by service provider 
13. 5 Pay processing - off-cycle

13. 5. 1 Process special payments
13. 5. 1. 1 Notify service provider of upcoming special payments to client employees and provide direction for taxation of such payments; coordinate processing, including

submission of data in required format


13. 5. 1. 2 Process special payments submitted in standard format by client 
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13. 5. 1. 3 Update payroll balances and accumulators, as needed 
13. 5. 2 Process relocation payments
13. 5. 2. 1 Determine relocation amount due; provide data to service provider in required format for type of reimbursement (i.e., taxable or non-taxable, gross-up) and amount 

13. 5. 2. 2 Calculate and transmit tax data as requested and provided by client or client third party vendor for employees who are relocating 
13. 5. 2. 3 Update employee pay records, and year-to-date wage and tax data 
13. 5. 3 Process stock option exercise payments
13. 5. 3. 1 Send client employee election file to service provider, including number of shares bought or sold and associated tax liability 
13. 5. 3. 2 Update employee earnings and taxable wages 

13. 5. 3. 3 Process file either on-cycle or off-cycle, as requested by client or as required by law 
13. 5. 3. 4 Prepare and transmit outbound file, following payroll processing, in accordance with defined requirements to client or client third party vendor as designated by client 

13. 5. 4 Process incentive plan payments
13. 5. 4. 1 Send incentive plan payment data to service provider according to mutually agreed schedule 
13. 5. 4. 2 Process incentive plan payments based on data provided by client and/or client third party vendor 

13. 5. 4. 3 Update employee year-to-date wage and tax data 
13. 5. 4. 4 Transmit file to client and/or client third party vendor once transactions are processed 
13. 5. 4. 5 Create and distribute employee incentive payment statements, including cash for shares sold if applicable 

13. 5. 5 Process miscellaneous supplemental payments (e.g., gift cards and spot bonuses)
13. 5. 5. 1 Provide supplemental payment to employee 
13. 5. 5. 2 Calculate imputed income and tax data based on previously-paid supplemental payment outside of payroll, and send to service provider within regular, on-cycle payroll

processing file


13. 5. 5. 3 Update employee year-to-date wage and tax data as part of regular, on-cycle payroll processing 
13. 5. 6 Process prior period adjustments
13. 5. 6. 1 Update payroll records with any prior period adjustments or other manual / hard copy reporting provided by client on a regular basis 
13. 5. 7 Process retroactive payments
13. 5. 7. 1 Provide data required to support calculation of retroactive payments 

13. 5. 7. 2 Calculate and process retroactive payments, as requested 
13. 5. 8 Process prorated payments
13. 5. 8. 1 Calculate and provide data to service provider for any prorated payments 
13. 5. 8. 2 Process prorated payments based on data provided by client 
13. 5. 9 Process retroactive benefit deductions
13. 5. 9. 1 Calculate retroactive benefit deduction adjustments 
13. 5. 9. 2 Process retroactive benefit deductions on-cycle and include adjustment amount on employee paycheck 
13. 5. 10 Process payment reversals
13. 5. 10. 1 Notify service provider of any error that requires reversal of payment(s) 
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13. 5. 10. 2 Notify client of any error that requires reversal of payment(s); reverse payment(s), update payroll system, and send manual check as required 
13. 5. 11 Process direct deposit reversals
13. 5. 11. 1 Notify service provider of any error that requires reversal of direct deposit(s) 

13. 5. 11. 2 Notify client of any error that requires reversal of direct deposit(s); reverse direct deposit(s) in accordance with ACH rules, verify funds are returned to the appropriate
account, and notify client employee of reversal



13. 5. 12 Process check stop payments
13. 5. 12. 1 Receive check stop payment request from client or client employee 
13. 5. 12. 2 Verify check status with bank 
13. 5. 12. 3 Notify client and client employee that stop payment activity is discontinued in the event check is already cashed or if service provider is unable to verify check status, or

request bank to stop payment if check in the event service provider is able to verify check is not yet cashed


13. 5. 12 4 Verify funds are returned to the appropriate account and notify client employee of stop payment 
13. 5. 12 5 Reverse payment(s), update payroll system, and issue payment with next on-cycle, off-cycle, or manual pay process as requested by client 
13. 5. 13 Process deceased employee payments
13. 5. 13. 1 Notify service provider of employee death, provide estate contact information, and take appropriate action to allow service provider to calculate employee final pay

inclusive of all pay elements (i.e., regular, overtime, paid time off, etc.)


13. 5. 13. 2 Calculate wages and any additional payment due 

13. 5. 13. 3 Designate payee for any payments due 
13. 5. 13. 4 Process payments due payable to entity designated by client; send payments to client or as otherwise directed by client 
13. 5. 13. 5 Forward payments to state or estate, as appropriate based on state legislation 

13. 6 Banking transaction management

13. 6. 1 Determine and transmit credits and debits (impounds)
13. 6. 1. 1 Upon completion of payroll processing, transmit check amounts and transmit direct deposit/paycard credits and debits (impounds) 
13. 6. 1. 2 Receive and process direct deposit credits and impounds; send items belonging to other banks directly to Automated Clearing House

13. 6. 2 Fund payment obligations
13. 6. 2. 1 Process paycard credits; transmit credits and debits (impounds) to client employee banks; provide client with funding amounts and timeframe requirements 

13. 6. 2. 2 Process funding obligation; fund account from which reverse wire is drawn as defined in the Agreement 

13. 6. 2. 3 Initiate reverse wire for funding following each payroll processing cycle; print and distribute paychecks to client; credit client employee accounts via direct deposit; credit
client employee paycard accounts



13. 6. 3 Process check stop payments and voids
13. 6. 3. 1 Notify service provider of individual checks or range of checks for stop payment or void 
13. 6. 3. 2 Initiate check stop payment and check void banking transactions requested by client 
13. 6. 3. 3 Pay any required stop payment / check void charges 
13. 6. 4 Process direct deposit / pay card reversals and deletions
13. 6. 4. 1 Notify service provider of direct deposit / paycard items to be reversed or deleted 
13. 6. 4. 2 Initiate direct deposit / paycard reversal and deletion banking transactions requested by client 
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13. 6. 4. 3 Inform each affected client employee of the requested reversal and the reason for the reversal no later than the settlement date of the reversal entry 
13. 6. 5 Manage uncashed items
13. 6. 5. 1 Generate and transmit uncashed items report to client 

13. 6. 5. 2 After specified length of time uncashed, generate a stop payment and credit check amount back to client via method set up for client; note credit amount, check number,
check date, and client employee name and/or file number on next following client statement



13. 6. 5. 3 Review uncashed items report and initiate contact with employee; notify service provider of desired course of action (e.g., stop payment, void, reissue) 
13. 6. 5. 4 File unclaimed property report(s) with State(s) 
13. 7 Tax authority management

13. 7. 1 Authorize service provider to perform services
13. 7. 1. 1 Execute Power of Attorney authorizing service provider to perform tax filing services within federal, state, and/or local jurisdictions 
13. 7. 2 Provide agency support
13. 7. 2. 1 Interact with federal/state/local tax agencies regarding tax deposits and filings completed by service provider, as required 
13. 7. 3 Assist with agency audits
13. 7. 3. 1 Interact with federal/state/local tax agencies regarding tax deposits and filings completed by service provider, as required 
13. 7. 3. 2 Assist client in the event of an agency audit, telephone conference, or visit as follows: (1) Respond to government tax inquiries concerning deposit and filings for which

service provider was responsible; (2) Log, image, and research all agency notices and refund checks submitted to service provider; and (3) Provide quarterly and annual
statements of deposits and filings reflecting taxes paid and information reported on behalf of client



13. 8 Tax filing and funding

13. 8. 1 Calculate tax liabilities
13. 8. 1 1 Calculate client payroll tax liabilities and make deposits to applicable agencies 
13. 8. 1 2 Prepare/submit all returns and reconciliation reports as required by federal, state, and local tax agencies for jurisdictions within which service provider files; prepare

amended returns, as necessary


13. 8. 1. Manage agency filings
13. 8. 1. 1 Provide client access to employer identification number application forms and instructions, and research deposit and filing requirements, as requested by client 

13. 8. 1. 2 Notify service provider of new jurisdiction set-ups, and complete employer identification number application forms and submit to tax agency(ies)) 

13. 8. 1. 3 Create and send client payroll federal, state and local payroll tax filings 
13. 8. 1. 4 Monitor and notify service provider of employees hired or moved into jurisdictions where client is not registered 
13. 8. 1. 5 Provide required documentation regarding any local taxes that employee requests service provider to withhold and file, including local taxation reciprocity 

13. 8. 1. 6 Update tax processing system with employer-level changes submitted by client 
13. 8. 2 Assist with agency tracer activities
13. 8. 2. 1 Acknowledge receipt of agency notices via notice to client; research notices; provide client a copy of service provider response to agency upon completion of research 

13. 8. 3 Fund tax liabilities
13. 8. 3. 1 Provide client with funding amounts and timeframe requirements 
13. 8. 3. 2 Process funding obligation; fund account from which reverse wire is drawn as defined in the Agreement 
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13. 8. 3. 3 Initiate reverse wire for funding following each payroll processing cycle 
13. 9 Payroll accounting

13. 9. 1 Host and provide access to data
13. 9. 1. 1 Host and provide client access to general ledger data for reporting purposes 
13. 9. 1. 2 Push payroll data to general ledger for each processing cycle as outlined on payroll production schedule 
13. 9. 1. 3 Access general ledger data; produce journal entry file, maintain chart of accounts along with associated mapping activities, and coordinate transmission of general ledger

extract to client financial accounting system


13. 9. 2 Payroll and tax compliance
13. 9. 2. 1 Monitor and update rules; ensure system compliance 

13. 9. 2. 2 Maintain withholding rules, define employee eligibility, process W-4s, edit and verify federal and state tax elections, and update payroll system with federal and state tax
changes submitted to service provider



13. 9. 3 Distribution
13. 9. 3. 1 Maintain distribution schedule and requirements 
13. 9. 3. 2 Establish and maintain paycheck distribution schedule and requirements 
13. 9. 4 Produce hard copy checks, statements, forms
13. 9. 4. 1 Produce pay stubs including data fields as specified by client 
13. 9. 4. 2 Notify service provider of any changes to standard pay stub requirements as defined during Implementation in accordance with the established time requirements 

13. 9. 5 Produce electronic checks, statements, forms
13. 9. 5. 1 Produce online pay statements and W-2 Forms including data fields as specified by client 
13. 9. 5. 2 Respond to inquiries related to online pay statements and W-2 Forms 
13. 9. 6 Retain statement history
13. 9. 6. 1 Post both current and historical service provider-generated (up to three (3) years back) pay statements and W-2 Forms online 
13. 10 Quarter-end processing

13. 10. 1 Update and maintain processing calendar
13. 10. 1. 1 Provide payroll and holiday processing schedule updates to service provider 

13. 10.. 1. 2 Update and maintain payroll and holiday processing schedules 
13. 10...1. 3 Create quarter-end checklist and schedule 
13. 1. 4 Review and approve quarter-end checklist and schedule 

13. 10. 2 Verify, balance, and reconcile input and process quarter-end data
13. 10. 2. 1 Provide quarter-end processing data to service provider 
13. 10.. 2. 2 Send file to Social Security Administration to confirm accuracy of social security numbers 
13. 10...2. 3 Balance and reconcile wage and tax data 
13. 10. 2. 4 Process quarter-end payroll data, and provide data to client 

13. 10. 2. 5 Capture all manual changes, voids, and adjustments for the final quarter of the payroll year 
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13. 10. 2. 6 Review and approve quarter-end output 
13. 11 Year end processing

13. 11. 1 Update and maintain processing calendar
13. 11. 1. 1 Provide payroll and holiday processing schedule updates to service provider 
13. 10. 1. 2 Update and maintain payroll and holiday processing schedules 
13. 10. 1. 3 Create year-end checklist and schedule 
13. 11 1. 4 Review and approve year-end checklist and schedule 
13. 11 2 Verify, balance, and reconcile input and process year-end data
13. 11 2. 1 Provide year-end processing data to service provider 
13. 10. 2. 2 Balance and reconcile wage and tax data 
13. 10. 2. 3 Process year-end payroll data, and provide data to client 

13. 11 2. 4 Capture all manual changes, voids, and adjustments for the final quarter of the payroll year 
13. 11 2. 5 Review and approve year-end output 
13. 11 2 Produce and distribute forms
13. 11 2. 1 Process W-2 Forms and distribute client-approved forms per pre-established method(s) of distribution 
13. 12 Expatriate Payroll

13. 12. 1 Process expatriate payments
13. 12. 1. 1 Provide client employee expatriate data 
13. 11 1. 2 Update and maintain payroll system with expatriate data supplied by client or client third party vendor 
13. 11 1. 3 Process payments to client expatriates via U.S. payroll, and provide update file to client or client third party vendor 
13. 12 1. 4 Process, store, and report expatriate data 

13. 12. 1. 5 Maintain responsibility for special payment requests and related processing, converting to foreign currency and special tax considerations including tax equalization 

13. 12. 1. 6 Provide year-end tax reporting data to client or client third party vendor 
14 Service delivery

Service Delivery is the overall management of the End to End HR services supported by in-house service teams, providers, systems and tools.

14. 1 Service delivery strategy and policies
14. 1. 1 Determine HR services Operating Model and service requirements for an outsourcer 
14. 1. 2 Establish service delivery governance and accountability 
14. 1. Maintain responsibility for ongoing processes, managing third-party vendors, strategic planning and developing policies, notifying the service provider of any changes that

will impact the services defined in the Statement of Work


14. 1. 3 Develop and maintain operational Service Delivery channels, processes and policies to meet client requirements 
14. 1. 4 Provide systems, services, and resources to deliver administrative support 
14. 1. 5 Monitor service delivery effectiveness 
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15 Service Center Management
Service Center Management is the set of activities and mangement processes associated with the delivery of HR services from a provider HR services center.

15. 1 Service center management strategy and policies
15. 1. 1 Define and implement case management escalation policy 
15. 1. 2 Define and implement problem resolution policy, including severity levels, key contacts and escalation procedures 
15. 1. 3 Manage Policy and Procedure documentation

15. 1. 3. 1 Manage all operational, policy, process, procedure and technical documentation 
15. 1. 3. 2 Review and administer subsequent changes to policy, process, procedure and technical documentation 
15. 1. 3. 3 Conduct assessments to ensure operations documentation adheres to defined operational procedures and standards 
15. 1. 3. 4 Administer updates and changes to service center documentation and procedures, communicating changes in line with specified procedures 
15. 1. 3. 5 Maintain catalogue of documentation, covering service provision, technical, procedural, operational and other documentation 
15. 1. 4 Service Monitoring and tracking

15. 1. 4. 1 Monitor performance against SLA's 
15. 1. 4. 2 Services and processes follow a recognized a defined methodology (e.g. Six Sigma, Lean, other quality processes) 
15. 1. 4. 3 Provide individual call recordings, quality monitoring results and transcriptions, upon request 
15. 1. 4. 4 Report quality monitoring and evaluation results 
15. 9 5 Manage service center workforce

15. 9 5. 1 Provide, develop and train service centre workforce on client policies, procedures, escalation and compliance processes 
15. 9 5. 2 Manage employee turnover to ensure service levels are unaffected. 
15. 9 5. 3 Provide career management and career progression for service center personnel 
15. 2 Enquiry Management

Provide and maintain sufficient policy detail, documentation, and guidelines to support employee and manager Self Service inquiries to be addressed by the service
provider.



15. 2. 1 Provide advice and guidance on policies, procedures and self-service navigation for each service, channel and customer group and language in scope. Channels are
typically self-service, IVR, phone, e-mail, fax, chat and Web. Customer groups can be employees, managers, HR business partners or 3rd parties



15. 2. 2 Research, resolve, and close all work in progress requests

15. 2. 3 Escalate cases to Tier 2/3 according to call/case prioritization provided by the client 
15. 2. 4 Create a record in the Contact and Case Management System for each Contact with Tier 1 and the reason for and results of the Contact 
15. 2. 5 Provide Tier 3 subject matter experts to manage Tier 3 cases in accordance with the committed resolution times as defined in the Policy and Procedures Manual 

15. 2. 6 Communicate resolution and document resolution of Tier 3 cases in the Case Management system 
15. 2. 7 Provide one Tier 3 subject matter expert per process area who is responsible for ensuring the completeness, accuracy and ongoing enhancement of the policy and

procedure content for their process area


15. 2. 8 Designate a shared services focal for Contact Center Services to whom provider communications may be addressed in connection with any issues that arise which impact
the Enquiry Services



15. 2. 9 Communicate to provider contact information for client Tier 3 support specialists and other contacts required for provider to deliver the Services 
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15. 2. 10 Provide access to client staff who are authorized to use the Case Management System 
15. 2. 11 Provider service satisfaction survey and monitor service performance 
15. 3 Issue Management
15. 3. 1 Establish and manage problem determination and resolution with appropriate stakeholders (e.g. internally, client, third party vendors) 
15. 3. 2 Monitor and track problem status to facilitate problem closure 
15. 3. 3 Determine severity impact level 
15. 3. 4 Escalate to next level as appropriate 
15. 3. 5 Create second and third level stakeholder contact lists 
15. 3. 6 Perform problem analysis, trending and reporting 
15. 3. 7 Report and notify identified client contact of service failures 
15. 3. 8 Confirm problem resolution with the user prior to closing problem 
15. 3. 9 Communicate problem status and time to resolution to affected personnel 
15. 3. 10 Use problem management information proactively to assist in the recognition and prevention/resolution of recurring problems 
15. 3. 11 Provide required information related to Service Level commitments and of status of problems, including impact on Service Levels 
15. 3. 12 Maintain and manage the problem management system and process, including providing documentation and training to all support staff 
15. 3. 13 Provide support for Level 2 and Level 3 problem resolution as required 
15. 3 Document and archive management
15. 3. 1 Provide outbound and inbound document processing services 
15. 3. 2 Provide historical document processing services 
15. 3. 3 Manage fulfillment for areas of administrative responsibility 
15. 3. 4 Main records as defined by the client adhering to the standards required by law 
15. 4 Knowledge management
15. 4. 1 Establish and maintain knowledge management system(s) with current client policy and procedure information as provided by client 
15. 4. 2 Train service provider and/or client personnel on knowledge management system(s) 
15. 4. 3 Submit ongoing updates to service provider for the knowledge management system's) to maintain accuracy on a six-month rolling schedule; approve any such updates

implemented by service provider prior to production


15. 5 Process documentation management
15. 5. 1 Manage all operational, policy, process, procedure and technical documentation 
15. 5. 2 Review and administer subsequent changes to policy, process, procedure and technical documentation 
15. 5. 3 Conduct assessments to ensure operations documentation adheres to defined operational procedures and standards 
15. 5. 4 Administer updates and changes to service center documentation and procedures, communicating changes in line with specified procedures 
15. 5. 5 Maintain catalogue of documentation, covering service provision, technical, procedural, operational and other documentation 
15. 6 Data quality and integrity
15. 6. 1 Establish joint ownership with the client and maintain data quality and integrity policies, processes and procedures e.g. service level agreements 
15. 6. 2 Audit and quality assure data quality and integrity policies, processes and procedures 
15. 6. 3 Follow agreed escalation processes where a breach in data quality and/or integrity has been identified. 
15. 7 Contact Center Infrastructure management
15. 7. 1 Manage and maintain PROVIDER provided technology necessary to provide the Contact Center Services 
15. 7. 2 Process inbound Interfaces and create the outbound Interfaces 
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15. 7. 3 Maintain availability of the Contact Center Services, subject to service levels 
15. 7. 4 Telephony
15. 7. 4. Provide telephone access to the provider telephony hubs 
15. 7. 4. 1 Manage client front-end call prompter menu options and messaging 
15. 7. 4. 2 Provide call transfer from the provider telephony hub to the Contact Center 

15. 7. 4. 3 Provide Call recording of inbound voice contacts to Tier 1 where permitted by Law. 
15. 7. 5 Call and Case
15. 7. 5. 1 Provide provider with employee data based on a predefined file feed format 
15. 7. 5. 2 Load user and employee data into eHR based upon a predefined file feed format 
15. 7. 5. 3 Maintain server for email processing 
15. 7. 5. 4 Maintain content authoring tool licenses for client employees designated as "Content Reviewers" 
15. 7. 6 IVR
15. 7. 6. 1 Provide Interactive Voice Response (IVR) Unit with authentication, routing, and after call survey functions 
15. 7. 6. 2 Apply IVR pre-queue and emergency broadcast messages when needed to proactively communicate known issues or information which will assist with call avoidance in

accordance with the Policy and Procedures Manual


15. 7. 6. 3 Provide provider with IVR menu options and messages 
15. 7. 6. 4 Maintain and manage IVR menu options and messages 
15. 7. 6. 5 Provide menu and messaging requirements to provider 
15. 7. 6. 6 Design updates to IVR messaging system based on client provided requirements 
15. 7. 6. 7 Approve IVR updates 
15. 7. 6. 8 Implement IVR updates 
15. 7. 7 Technical Problem/Incident Management Services
15. 7. 7. 1 Provide clear description related to the request using pre-defined form 

15. 7. 7. 2 Manage and resolve the request 
15. 7. 8 System Access Management Services
15. 7. 8. 1 Provide clear description related to the request using pre-defined form 
15. 7. 8.. 2 Manage and resolve the request 
15. 8 Reporting services
15. 8. 1 Request ad-hoc reports 
15. 8. 2 Provide ad-hoc report ing 
15. 8. 3 Support historical data research 
15. 8. 4 Provide where not available on self-service 
15 HR information technology

HRIT is the foundational technology component of HR administration. While the definition may vary in some circumstances, it may refer to the underlying human
resources information system such as PeopleSoft or SAP. Alternatively, some organizations refer to HRIT as the information technology components resident in each
process domain such as payroll, recruiting, or compensation.

15. 1 HR IT strategy and policies

HROA Service Catalogue_12-07-2011.xls
Service Catalogue 30 of 36 HROA



HROA Service Taxonomy

Services Client
Responsibility

Provider
Responsibility

The services catalogue is a high level representation of Human Resources services activity. It is expected that the provider and the buyer will work together to refine the
description of actual activities to be outsourced or retained.

15. 1. 1 Client strategy and policies

15. 1. 2 Develop and publish client HR IT strategy and policies 
15. 1. 3 Ensure compliance to all client HR IT strategy and policies 
15. 1. 4 Service provider strategy and policies 
15. 1. 5 Develop and publish service provider HR IT strategy and policies 
15. 1. 6 Ensure compliance to all service provider HR IT strategy and policies 
15. 1. 7 Ensure compatibility with client HR IT strategy and policies 
15. 2 Database Management
15. 2. 1 Administer and tune database for all production environments 
15. 2. 2 Proactively plan storage capacity based on current database performance and implementation of new requirements 
15. 2. 3 Test and implement database environment changes 
15. 2. 4 Complete database refreshes, data purges, extractions and migrations 
15. 3 Database Administration
15. 3. 1 Provide logical and physical designs 
15. 3. 2 Develop data models 
15. 3. 3 Maintain data dictionary 
15. 3. 4 Provide database support 
15. 4 Historical data maintenance
15. 4. 1 Define data conversion and cleansing requirements 
15. 4. 2 Perform data cleansing on conversion data 
15. 4. 3 Complete conversion of historical data to service provider environment 
15. 5 HRIS maintenance
15. 5. 1 Application Enhancements 
15. 5. 2 Determine application enhancement opportunities 
15. 5. 3 Recommend application enhancements 
15. 5. 4 Implement application enhancements 
15. 5. 5 Application Patches/Upgrades 
15. 5. 6 Determine applicability and impact of service provider application patches and upgrades 
15. 5. 7 Analyze implications to current environment of applicable patches and upgrades 
15. 5. 8 Recommend implementation of application patches and upgrades 
15. 5. 9 Approve implementation of application patches and upgrades 
15. 5. 10 Implement approved application patches and upgrades 
15. 5. 11 Problem Management 
15. 5. 12 Maintain problem log for application defects/failures and user reported problems 
15. 5. 13 Perform problem identification and resolution 
15. 5. 14 Notify third party vendor of defects as required 
15. 5. 15 Complete emergency fixes of application failures on an expedited basis 
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15. 5. 16 Replace emergency fixes with long term fix as quickly as practical 
15. 5. 17 Application Documentation

15. 5. 18 Maintain currency of all application documentation 
15. 6 Interface management
15. 6. 1 Interface monitoring 
15. 6. 2 Problem management 
15. 6. 3 Interface application management 
15. 7 Application and network security
15. 7. 1 Communicate security requirements to service provider 
15. 7. 2 Source code security 
15. 7. 3 Install and maintain source control software in a strictly controlled environment. 
15. 7. 4 Monitor and restrict access to source code and data. 
15. 7. 5 Perform source code audits 
15. 7. 6 Logical Security

15. 7. 7 Execute security policies and practices 
15. 7. 8 Document and maintain the operating procedures defined by security policy 
15. 7. 9 Protect system documentation from unauthorized access 
15. 7. 10 Ensure regulatory compliance 
15. 7. 11 Audit and vulnerability

15. 7. 12 Conduct environmental risk assessment 
15. 7. 13 Conduct vulnerability assessment 
15. 7. 14 Formally report to and review with client the results of assessments 
15. 7. 15 Implication risk mitigations and repair vulnerabilities 
15. 7. 16 Report and resolve any security violations according to policy 
15. 7. 17 Computer Forensics

15. 7. 18 Perform audit and investigate incidents 
15. 7. 19 Monitor service provider and industry security alerts to identify possible system vulnerabilities and remedies 
15. 7. 20 Alert client of virus threats 
15. 7. 21 Maintain virus software and definition files for processing environment 
15. 8 Security administration
15. 8. 1 Communicate security requirements to provider 
15. 8. 2 Maintain access control in accordance to policy 
15. 8. 3 Provide an access control request and tracking mechanism to all users 
15. 8. 4 Revoke access on job changes, transfers or terminations 
15. 8. 5 Authorize access 
15. 8. 6 Monitor access and respond to any access breaches in accordance with policy 
15. 8. 7 On a regular periodic basis, formally review current authorized users and user rights 
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15. 9 HR systems hosting
15. 9. 1 Facilities Management

15. 9. 2 Provide and maintain data center and server room environments and supporting infrastructure. 
15. 9. 3 Production Control and Scheduling

15. 9. 4 Develop, execute, and control production schedule 
15. 9. 5 Maintain production schedule to accommodate special requests or cyclical (e.g. quarterly) requirements 
15. 9. 6 Maintain tables and parameters necessary to run systems 
15. 9. 7 Prepare application job streams for production 
15. 9. 8 Move programs and documentation into production libraries 
15. 9. 9 Operations

15. 9. 10 Execute operations and provide operational support 
15. 9. 11 Monitor production processing 
15. 9. 12 Perform periodic and emergency systems maintenance to minimize any business impact 
15. 9. 13 Back-up systems according to policy 
15. 9. 14 Ensure encryption of data back-ups stored off-site to prevent inadvertent disclosure 
15. 9. 15 Perform system shutdowns and restarts as required 
15. 9. 16 Support scheduled and on-request processing of batch and online environments 
15. 9. 17 Dispose retired media in a secure and environmentally sound manner 
15. 9. 18 Ensure that media being transported is protected from unauthorized access, misuse or corruption 
15. 9. 19 Output Operations

15. 9. 20 Provide electronic and physical output distribution services 
15. 9. 21 Support remote (client or otherwise) production printing operations 
15. 9. 22 Maintain inventory for all common stock forms and supplies as well as specialized computer forms 
15. 10 HR systems development
15. 10. 1 Planning

15. 10. 2 Gather and document Business Requirements 
15. 10. 3 Approve documented Business Requirements 
15. 10. 4 Define system requirements (software, infrastructure, interfaces, data architecture, data distribution, security and control) 
15. 10. 5 Architect technology requirements (hardware, performance levels, facility, consumables) 
15. 10. 6 Develop requirements traceability matrix to confirm all Business Requirements are defined 
15. 10. 7 Approve system and technology requirements 
15. 10. 8 Develop implementation project plan 
15. 10. 9 Approve implementation project plan 
15. 10. 10 Analysis

15. 10. 11 Conduct detailed analysis 
15. 10. 12 Design

15. 10. 13 Create application design 
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15. 10. 14 Create technical design 
15. 10. 15 Create object and data models 
15. 10. 16 Design interfaces and integration points with other applications 
15. 10. 17 Apply data validation and encryption protocols 
15. 10. 18 Approve design(s) 
15. 10. 19 Construct 
15. 10. 20 Develop application, interfaces, conversion programs) 
15. 10. 21 Create databases 
15. 10. 22 Perform testing (unit, functional, integration, systems, security, scalability, performance, user acceptance) 
15. 10. 23 Approve user acceptance test completion 
15. 10. 24 Release

15. 10. 25 Develop and deliver training 
15. 10. 26 Deploy application to production environment with appropriate change control (authorizations, back out plans, etc.) 
15. 10. 27 Provide problem management for application and related user issues 
15. 11 HRIS disaster recovery
15. 11. 1 Communicate requirements to service provider for DR recovery times 
15. 11. 2 Disaster recovery planning 
15. 11. 3 Disaster recovery testing 
15. 12 Software licenses
15. 12. 1 Maintain all necessary software licenses to enable the Services 
15. 12. 2 Ensure compliance to all software licenses 
15. 12. 3 Resolve any software compliance/infringement issues 
15. 13 Data Protection
15. 13. 1 Communicate requirements to service provider for data protection 
15. 13. 2 Comply with Global Data Protection and Privacy rules and relevant legislation for each country 
16 HR reporting and analytics

HR reporting and analytics helps clients establish and communicate data and HR related information to managers, employees and HR business partners. The scope and
nature of reporting will vary with scope; however, the overall intent is to provide actionable information that is valuable to the client organization.

16. 1 Reporting Strategy and Policy Development
16. 1. 1 Define reporting and analytics strategy and roadmap 
16. 1. 2 Determine business information objectives and outcomes 
16. 1. 3 Provide reporting and analytics framework guidelines 
16. 1. 4 Provide functional and technical architecture guidelines 
16. 1. 5 Provide information security policies and guidelines 
16. 1. 6 Determine reporting and analytics service delivery model  
16. 2 Reporting Accountability
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16. 2. 1 Establish reporting governance and accountabilities  
16. 2. 2 Perform reporting budgeting and planning (Business case, cost to achieve, expected return, budgeting) 
16. 2. 3 Maintain and support reporting solutions and integration 
16. 2. 4 Manage the relationship with reporting solution providers 
16. 2. 5 Provide the ability to access required data for reporting 
16. 2. 6 Monitor reporting effectiveness and quality control 
16. 2. 7 Provide Subject Matter Experts for definition of ad hoc and ongoing reporting needs 
16. 3 Reporting and Analytics Project Services

16. 3. 1 Identify reporting context and strategic intent 
16. 3. 2 Conduct reporting effectiveness assessment 
16. 3. 3 Determine and document reporting requirements 
16. 3. 4 Refine reporting and analytics framework 
16. 3. 5 Develop information conceptual model 
16. 3. 6 Develop reference architecture 
16. 3. 7 Develop functional data model 
16. 3. 8 Develop data integration model 
16. 3. 9 Develop reporting access requirements 
16. 3. 10 Develop reporting channels including self-service 
16. 3. 11 Design reporting and analytics organization 
16. 3. 12 Document reporting quality standards and controls 
16. 3. 13 Develop the business case 
16. 3. 14 Implement solution to support reporting and analytics requirements 
16. 3. 15 Manage reporting change impacts 
16. 4 Reporting Support Services

16. 4. 1 Continuously monitor reporting effectiveness 
16. 4. 2 Manage data integration and refreshes 
16. 5 Provide application-specific reporting 
16. 5 1 Provide Multi-function or application reporting 
16. 5 2 Provide historical reports 
16. 5 3 Manage predictive analytic reporting solution 
16. 5 4 Handle Report distribution 
16. 5 5 Manage Reporting self-service solution 
16. 5 6 Provide Reporting helpdesk and case management 
16. 5 7 Monitor report quality to client standards 
16. 5 8 Provide and manage reporting infrastructure (Software, hardware, AMS, hosting, 3rd party contract management) 
16. 5 9 Provide reporting training 
16. 5 10 Provide business expertise for addressing user questions regarding metrics and reports 
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16. 5 11 Provide reporting document management services 
17 Leave and absence management

Absence management involves the management of all lost work time, whether disability or nondisability related. Absence management programs, which combine benefit
administration and programs, can include workers' compensation, short- and long-term disability, family and medical leave administration and health care administration
and wellness programs.

17. 1 Leave and absence strategy and policies
17. 1. 1 Leave program design, including eligibility rules 
17. 1. 2 Budget setting and approval 
17. 2 Leave management
17. 2. 1 Employee, client, and third party vendor inquiries 
17. 2. 2 Eligibility determination 
17. 2. 3 Documentation review, verification, recertification and storage 
17. 2. 4 Payroll reporting for disability payment calculation and processing 
17. 2. 5 Return to work process 
17. 2. 6 Premium collection and disbursement 
17. 2. 7 client reporting 
17. 2. 8 Employee communications 
17. 2. 9 Leave coordination based on appropriate locality (e.g., with FMLA or applicable federal and state regulations) 
17. 3 Absence management
17. 3. 1 Eligibility determination 
17. 3. 2 Payroll reporting for absence calculation and processing 
17. 3. 3 client reporting 
17. 3. 4 Employee and client inquiries 
17. 3. 5 Employee communications 
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