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How to Submit Help Desk Tickets for

Health and Life Insurance Issues

Last Updated: September 2015
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Agency personnel/payroll offices must adhere to the following instructions when submitting help desk tickets for employees on the health insurance carrier warning lists and associated health or life insurance reinstatement requests. Agencies must thoroughly review employee records and take all necessary corrective action on the employee’s record before any action can be taken on the help desk ticket. Once the agency has made the appropriate corrections and supplied the required information in good order, the Central Benefits Unit will review the information and respond accordingly.

1. A detailed explanation of the circumstances surrounding the employee’s situation

2. A payroll/billing audit must be attached with each request

3. Job Data must be correct

a. Leave and Return from Leave Events must be entered with the correct effective dates

b. The type of Leave and Return from Leave Events must reflect the actual status of the Employee

4. Events must be completely processed in On-Demand Maintenance.  The Process Status will be either Enrolled or Prep None on the “BenAdmin Event Status Update” page.

5. Events must be processed in sequence.  (Note:  When you process certain Events with the same effective date, the out of sequence check mark may remain in the event.)

a. The Billing Enrollment activation and inactivation dates must be correct based on the effective dates of the Leave and Return from Leave Events

6. Employees Health and Life enrollment data must be accurate (Plan Type and Class Coverage Level)

a. Billing charges generated must accurately reflect the Employee’s enrollment data

b. All payroll deductions must match the effective date of the coverage

7. Employees have paid their share in full based on their plan and coverage level

a. If the Employee is currently on active payroll, Manual Override Spreadsheets must be submitted for missed Employee and State share deductions.  In the comments section, the pay period end date where the deductions were missed must be referenced.

b. If the employee is currently enrolled in Benefits Billing, manual charges must be entered for any missed pay periods.
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