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What is Zendesk?

Zendesk is a custowmer service software that provides a cloud-based customer support platform
which allows guicker and easier interaction between businesses and customers.

Aoeney Benefits Coordinators can search the knowledge base system for Fredquently Asked
Questions, policies and procedures,

Sovme examples of Articles and FAQ vclude: “How do T rum a collections applied report?”& “Who is
eligible for CDHP?”

Aaeney Benefits coordivators can use Zendesk to subwmit tickets for issues that require further
research.

Zendesk website: ttps://benefitssupport tu.gov/he/en-us
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https://benefitssupport.tn.gov/hc/en-us

Zendesk Help Center

. Search Bar

2. Promoted Articles |-

2. New Articles
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sbmit a request  Sign in

Agency Benefits Coordinators (ABCs) Retirees

Employees

Promoted articles

What do | do when | get a "bad request” error in

How do | run a collections applied report? Edison?

HSA Account Funds Deposit and FSA Previous Year 1 am an active employee enrolled in CDHP, what
Balance actions do | take to stay enrolled for next year?
Who is eligible for the COHP? What are my premiums?

Recent activity

General Questions

Genverai Questions

General

Dws‘abwh‘ly—sta(e and Higher Education Only

Disability-State and Higher Education Only

See more

If I have an HSA this year and switch to an FSA next year
will I still have access to any remaining funds in my HSA
account from the previous enrollment?

Can | change from the CDHP to one of the PPO options
next year and then rejoin the CDHP the following year?

Payroll Call Center
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Search
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L’Wiro Tip

Use two or more words.

v HSA nvestment’ will provide better

2

results thav just ‘HSA

Do not use complete
‘sentences.

2,
A

Submit a request

Sign in

Use quotation marks for specificity.

“Teunessee Plan” returvs results that include words in +hat
order; a search for Teunessee Plan returns results +hat include

both of those in any place in the article.

Do vot search for personal

‘information.
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Article Categories

Agency Benefits Coordinators (ABCs) | ‘ Retirees J ‘ Employees

Q Located just below the Search bar, the Articles Categories buttons allow you +o browse
articles by subject,

Q The Categories are divided nto information relevant +o the ABC community, active
employees, and retirees.

A They could also be some of our most frequent asked gquestions.
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Promoted Content

Promoted articles

If | have an HSA this year and switch to an FSA next year

What do | do when | get a "bad request" error in will I still have access to any remaining funds in my HSA
How do | run a collections applied report? Edison? account from the previous enrollment?
HSA Account Funds Deposit and FSA Previous Year | am an active employee enrolled in CDHP, what Can | change from the CDHP to one of the PPO options
Balance actions do | take to stay enrolled for next year? next year and then rejoin the CDHP the following year?
Who is eligible for the CDHP? What are my premiums? Payroll Call Center

O The Promoted Content section is location below +he search area and article cateaories. These are articles
Benefits feels present important nformatiow.

0 These articles could be rcqc@rrim to recent news or chavges.
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New Articles

Recent activity

General Questions

\

Where can | find information about COVID-19 (coronavirus) Article created 4 months ago [ C

General Questions

What happens in the event of an employee death? Article created 7 months ago [ J C
General
Why is the retiree health insurance going up for 2020 and the active employee health premium isn't? Article created 9 months ago [J G

Disability-State and Higher Education Only
Short Term Disability Examples Article created 1year ago [ C

O The New Article section, located below Promoted Content, highlights our newest articles.

O Keep an eye on the New Articles section to keep up with our latest developments!
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Search from Help -

Q Located at the bottom of Help
Center and on the ParTNers for
Health Site

O Twcludes all content from Help
Center

-

AA i An.
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Q Here is how to use the Live Chat feature:

Live Chat

1

Click the Help
Buttow:

t—
=]
o

2

Click
“Get in Touch”

How do you want to get in
touch?

& Live chat

Leave a message

Click
“Live Chat”

Email

Twnsert your vame, email,
and click “Start Chat”
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Live Chat

Q Here is how to use the Live Chat feature:

pport -
-
.‘.. Sheila Howard 0
Ian Harris
I have a question about A

Type in Your Ingquiry.

Sheila Howard
Thank you for contacting Benefits
Administration, this is Sheila.

| D 1

How can I assist you?

Customer Support+ Replies.
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Live Chat

d Chatting Live with BA will open a ticket. After your chat, you should receive
an email with a full +ravscript of what you discussed.

a You can use +his email to continue the conversation, should you need +o follow
Up.

Yfour request (234470) has been updated. To add additional comments, reply to this email.

lan Harris
17

Chat started: 2018-07-30 06:20 PM UTC

(06:20:27 PM) Ian Harris: | have a question about Annual Enrollment,
(06:20:38 PM) *** Sheila Howard joined the chat ***
(06:20:58 PM) Sheila Howard: Thank you for contacting Benefits Administration, this is Sheila.
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Submitting a Ticket

d There are several ways to subwmit a ticket o Bevefits Adwmivistration. Let’s

+ake a lookl

bt

By Email to:

Benefits.admivistrationOtv.gov

Retirement.insurance Otn.aoV

Benefits.infoddtn.aov

Benefits.infoddtn.aov

Benadmin.syssupOtn.aov

Benefits AraininagOtn.aov

Elexible benefitsDtun.aov

&D \

By Phove to our
Service Center

©00.25%.992%1
or

@15.341.2590

How do you want to get in
touch?

& Live chat

Leave a message

By Live Chat

Owlive at
bevefitssuportn.gov

Via the Help Button
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mailto:Benefits.administration@tn.gov
mailto:Retirement.insurance@tn.gov
mailto:Benefits.info@tn.gov
mailto:Benefits.info@tn.gov
mailto:Ben.admin.syssup@tn.gov
mailto:Benefits.training@tn.gov
mailto:Flexible.benefits@tn.gov

Submitting a Ticket

O Email, Phiove, and Chat tickets cannot be used for Evrollment Forms or
Dependent Verification Documents,

A Benefits Administration strives o resolve tickets within 1.5 busivess days or
less.
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Subwmitting a Ticket

Using the Online Method

Step 1:

Click the “Subwmit+ a

Reguest” Link

Submit a request &
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Submitting a Ticket

Using the Online Method
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Step 2.

Click +he "Wy Tssue
Covcerns...” dropdoww

Submit a request

ment Uploads for Active Employees

wwwwwwwwwwwwwwwwwwwwwwwww

/Submit a request \

My issue concerns a/an:

Document Uploads for Active Employses

Document Uploads for Retiremeant

Document Uploads for Appeals

Active Employees and their Dependents

(‘aﬁrnnc and thair Danandants '/
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Submitting a Ticket

Using the Online Method

Step 3.

Fill out the fields
Fields +o fill out include:

 Your email address
d Subject

d Tssue Topic

d Edison Employee ID
d Vour Name

O Phiove Number

A Position

Submit a request
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Step 4

Click Sulbwmi+

Q VYou will receive av email

confirmation and status updates

con be reviewed ouline.

[
Submit

protected by reCAPTCHA Py |
Privacy - Terma
\§

~

J

Submitting a Ticket

Using the Online Method

((((((((

nnnnnnn
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Submitting a Ticket

Using the Help button Method

Step 1.

Click the Help Buttou
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Submitting a Ticket

Using the Help button Method

Step 2.

Click “Get in Touch”

PARTNERS
FOR HEALTH



Submitting a Ticket

Using the Help button Method

Step 3

Click “Leave a V\/\cssa@@”

ttttt
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Submitting a Ticket

Using the Help button Method

Step 4

Select vour Tssue

[ Please select your issue
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Submitting a Ticket

Using the Help button Method

Step 5. LT

AR & benefitssupport.tn.gov &

Fill ont the Fields
Fields to fill ont include:

L Your email address
d Subject

U Tssue Topic

O Edison Employee ID
d Vour Name

d Phove Nuwmber

[ Position

Step @
Click Sewd

d Vou will receive an email
confirmation and updated
status can be reviewed
onlive,
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Viewing Your Profile & Tickets

Vou can edit our contact information and movitor the status of your tickets
owlive.
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Q whether you have ever logged in
before or not, start by clicking “Sign
In” ov our Help Center.
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Sigming Ty

d Let’s look at the optious once you click “Sign ITn.”

X

Sign in to State of Tennessee - Benefits Administration

d If you have never logged i before but
have emailed us, click “Get a
Password.”

SSSSSS

d To create a new account, click “Sign
MP‘”

Q Tf you have created a password
previously, enter your email address
and password.
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Viewing Your Profile

Ovcesigved v, click your name in the

Submit a request lan Harris ~

My activities
My profile
Change passw

Sign out
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Viewing Your Profile

lan Harris
D To @dH’ \10(AY‘ name or contact Profile photo (option)
information, click “Edit Profile.”

Email

thehartley@gmail.com

d You can edit your name, email address, o
phove number, and add a profile
Pi 0+M r@ . Description (optional)
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Viewing Your Tickets

Submit a request lan Harris ~

My activities
My profile
Change password

Sign out
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Viewing Your Tickets

My requests

Status:
Q t Solved

ee a list of
tickets you have ever

New User 1 month ago 1 month ago

DeKalb County Highway 9 months ago 9 months ago

Message Recall Failure: !!! Login Instructions for our New ABC Webinar Se... 1 year ago 10 months ago

solved
Please review 10 months ago 10 months ago m

Access form 1year ago 1 year ago
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Viewing Your Tickets

-
Adding a new dependent
ket

a“() O +D lan Harrs Requeser an Hars
a” IWJ0 Vl'm'l‘l o (e Narth 23,2000 434
avnd conversationon +n Howdoladd aney ependent o &0 my covtag? it got mried iy N2 28

+| 0k6+ . (Active Team: Thiss a test. Please disregard)
g 53810
- m
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Viewing Your Tickets

Adding a new dependent

lan Harris Requegter lan Harms

4 months ago

(reateq March 23, 2020 1434
How do | add & new dependent to an my coverage? | just got married. Las acty March 27, 20001543

(Active Team; This s a test, Please disregard)

#6301
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Avswer Bot

O Auswer Bot is an antomated
answer suggestion service, usivg
content from our Help Center.

O Tt will suggest articles for vou +o
read.

O T+ will suggest answer +o tickets |
you submit via the “Leave a | ‘ ’ ‘ e
WMessaae” feature via email, or via
Submit a Request (except if you
select Document Uploads.”
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Answer Dot
Submi+ a Redquest

O Avswer Bot will presewt a list of
articles it believes are relevant to
our duestion.

(J) Your request was successfully submitted

While you wait, do any of these articles answer your question?

am over 65 and enrolled on the Tennessee Plan Medicare supplement. Am | eligible to
enroll in coverage on the retiree vision plan?

Q After reading the articles (or if vo
articles are relevant), you will be
presented the optiov to click “Yes,
close my request,” or “Not helpful.”

MNo. You must be covered on the retiree group health plan to enroll on the retiree vision plan. If you were
covered on the vision plan as an active employee you should receive a COBRA notification...

Am | eligible for The Tennessee Plan (Medicare supplement)?

I would like information about The Tennessee Plan (Medicare supplement).

Does this article answer your question?

Yes, close my request Not helpful
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Answer Dot
Submi+ a Redquest

O Ifyou click, ““es, close my
reduest,” you will receive a
confirmation that the article
answered your duestion and vio help
from BA staff is needed.

—~

v  Nice! Your request has been closed.

O VYour +icket will be closed and the
Service Center will not see it.
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O Vour ticket confirmation email may
covitain Auswer Bot articles.

O Auswer Bot will present a list of
articles i+ believes are relevant to
our duestion.

Avswer

Pot

Via

Emall

-~

Here are some great articles that may help:

Do any of these articles answer your question?

‘r’es you may ChDDSE tD enroll in the EyeMed
plan Dﬁered by the state by using Edison Employee

for a Tennessee Boarc =:" Regents (TER

Bnrc n the state E-_._'_ =T '__"q r

SEH Service (ESS].... Read more

upplement The Tennessee Plan Is a

he _._-'-'._-;q._._ D=
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O If you click “Yes, Close my
Request,” Answer Bot will resolve
the ticket without any action
takew by the BA Service Cewnter.

O Answer Bot does wot have access
to any persovnal information and
camnot resolve acconmt-specific

duestions.

Q  Ifyouclick “Yes” +o a suggested answer,
the ticket is still marked as solved).

O Avswer Bot cavn offer general
information, such as ewrollment
redquirements.

Avnswer Bot

Via Emall
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For Questions Contact:
Bevnefits Administration
?00.253.99%1 or ¢15.3741.3540
WMownday — Friday, & - 4:30 CT or create a
Zendesk Ticket
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