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HRConnect ServiceNow Case Procedure: Tuition Waiver
HR Service — Tuition Waiver Inquiry

If an employee has an inquiry about the tuition waiver benefit, a case can be submitted via the
Employee Service Center for Tuition Waiver Inquiry/Request.

e The employee should navigate to the Employee Service Center and choose Request
Assistance/Benefits/Tuition Waiver Inquiry or search for “Tuition Waiver” and choose “Tuition
Waiver Inquiry.”
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e This HR Service allows employees to ask a question about tuition waiver by entering the
guestion. The employee may add attachments if necessary and press “Submit.”

Tuition Waiver Inquiry

Ask a question about Tuition Waivers here.

This page is for submitting questions about Tuition Waivers. If you are looking to submit an actual Tuition Waiver
request, please use this link: Tuition Waiver Request

*What is your question?

I have a question about my dependent's tuition waiver eligibility

& Addattachments

e The inquiry is routed to the benefits work group via email notification and appears as an
“Open-Unassigned” case.

= Open - Unassigned /% [a][=][2][7] Call v |
Last refreshed 1m ago
Number Created - State Opened for Subject person Company Personnel subarea HR service
HRCO0007789 10-20-2022 10:49:22 Ready Demo Employee Demo Employee Bloomsburg University 9191 - Management Tuition Waiver Inquiry

¢ Any available member of the HR Benefits work group may open the case, assign it to self,
and mark it “Ready for Work”.

Details HR Tasks Cases Opened for User (45) Interactions Task SLAs (2) Al

- HR Total Rewards Case ~
Kristina Wood ©
Assignment group
Benefits ® Q
Assigned to
Benefits HR Agent ® o

¢ Once assigned, the HR Benefits Agent should mark the case “Ready for Work” and begin
work on the case.

e The HR Agent may use case “Comments” to ask additional questions and/or provide an
answer to the employee. Once the inquiry is answered, the HR Agent should mark the case
“Closed Complete”.

e The employee is notified of the resolution via email notification and may accept or reject the
resolution.

HR Service - Tuition Waiver Request
Employee

e An employee who is requesting a tuition waiver should navigate to the Employee Service
Center and choose Request Assistance/Benefits/Tuition Waiver Request or search for “Tuition
Waiver” and choose “Tuition Waiver Request.”

e The tuition waiver form is embedded into HRConnect, and the employee can complete the
form directly in the Employee Service Center. Note that all “Required Information” is listed on
the right and each field is removed as it is completed for ease of use.
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]

Tuition Waiver Request
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¢ Important items to note:

o If any student other than “Self” is chosen, additional fields to identify the student
appear and are required.

Student information

*Student's relationship to employee *Student's Name
O Self

®  Legal dependent
O Spouse

O Domestic partner

*Student’s University ID #

*Date of birth

Please enter this date in MM-dd-yyyy format.

o Employees taking courses (submitted for self), must complete the “Course List for
Tuition Waiver” by pressing “Add” to enter each course.

Add Row x

*Course name

[ Baking 101 |

* Credit hours
E |
*Time of course offering

[ MWE - 1:00 PM to 2:00 PM '

o If the course is for self, the employee must indicate if the course occurs during
working hours. If the course occurs during working hours, the form workflow will include
approval by the supervisor on record.

* Are any of these courses during your working hours?

O No, all courses are during non-working hours.
®  Yes, at least one course is during my working hours.

¢ Once the employee selects “Submit”, the inquiry is routed to the benefits work group via
email notification and appears as an “Open-Unassigned” or “Total Rewards” case in the HR
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Agent Workspace.
HR Benefits Agent

 When working in the HR Agent Workspace, the HR Benefits Agent may visit the “Open-
Unassigned” or “Total Rewards” case to view the case.

T . f #
‘ <= Open - Unassigned &3 12|88 |7 Export \m
Last refreshed Just now
[ ] Number Created v State Opened for Subject person Company Personnel subarea HR service
HRC0007959 11-14-2022 20:48:15 Awaiting Approval Demo Employee Demo Employee Bloomsburg University 9191 - Management Tuition Waiver Request

e The HR Agent accepting ownership of the case, should open the case to commence work.
¢ Note that the “State” of the case is “Awaiting Approval.” The case will remain in this state
until all approvals are obtained.

s HRTasks  CasesOpenedforUser(26) Interactions  TaskSlAs(2)  Attached Knowledg:

i HR Total Rewards Case %

HRCO007959

¢ Any available member of the HR Benefits work group may open the case and assign it to
self.

Detals  HRTasks  Cases Opened for User (24)  Interactions  Task SLAs (2) A

= HR Total Rewards Case

Demo Employee

Benefits e}

¢ The HR Benefits Agent should scroll down in the case “Details” to review all waiver

Details  HRTasks ~ Cases Opened for User (50)  Interactions ~ Task SLAS (2)  Attached Knc

= HR Total Rewards Case =S
Comments/Worknotes v
Variables ~

Employee Details

Unversity, Bloomsburg ~~ ~  Manager
Employee phone number
555.555.1212

Student information

onship to employee

e The HR Benefits Agent reviews all information and scrolls to the bottom of the case “Details”
section to complete the “HR Staff Only” section.

Are any of these courses during your viorking iours? s

Yes, at least one course is during my working hours

HR Staff Only

Employee Status Tuition Waiver % approved
Permanent - 100

FTE

100
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* All Benefits HR Agents appear in the “Approvers” tab and the “State” of the approval is
shown in the left-hand column.

Details HR Tasks Cases Opened for User (24] Interactions Task SLAs (2) Attached Knowledge Approvers (7' Similar Cases more v
'
Approvers |7 S|y
ast refreshed 16m ago
State Approver Comments Created

10-20-2022 10:34:33

10-20-2022 10:34:33

10-20-2022 10:34:33

10-20-2022 10:34:34

10-20-2022 10:34:33

Patrick Schulte 10-20-2022 10:34:33

Choose the linked state to the left of the your name to open the approval.

Approvers 7

Last refreshed 2h ago

State Approver

Requested Shelly Williams
Requested Patrick Schulte (Agent)
Requested Benefits HR Agent

e Change the Approval state to “Approved” or “Rejected” as appropriate. Note that other

choices are available such as “Cancelled” or “No Longer Required” if appropriate. Press “Save”
to change the state.

HR Case: HRC0007788 <
Geneits R Agent Requsted 10202022 103
Detals

Approval

Benefits HR Agent ©  HRCO007788

¢ Refresh the screen to confirm that the state of the approval was changed from “Requested”
to “Approved.” Note that approval by the other “Approvers” is “No Longer Required.”

Details HR Tasks Cases Opened for User (24) Interactions Task SLAs (2) Attached Knowledge Approvers (8) Similar Cases more v

5
8 -

L [¢][¥]
State Approver Comments Created

No Longer Required Shelly Williams 10-20-2022 10:34:33

No Longer Patrick Schulte (Agent) 10-20-2022 10:34:33

Approved Benefits HR Agent 10-20-2022 10:34:33

No Longer Kimberly Powell 10-20-2022 10:34:34

No Longer Required Diana Balla 10-20-2022 10:34:33

No Longer Required Patrick Schulte 10-20-2022 10:34:33

¢ An alternate method of approving the request is to use the email notification sent to the
“Approvers” group. The email notification contains several useful links.
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8/21/24, 3:42 PM

Preview Email

Sends approval
directly to system

: it
via email /

s e offering
TuTh-1:30PMto uow
Sends rejection
79 ket e

Allows approval
from "My Tasks”
in the Employee
Service Center

Opens the case in
the HR Agent
Workspace

View this Case in Workspace: HRC0007967.

o The first alternate method (1) allows the HR Benefits Agent to approve or reject the
tuition waiver via email.

> ReHRC0007963 - approve - Message (HTML)

Fle  Message Insert Draw  Opfions  FormatText  Review

R

tude ST Togs | Dictate

i e

vvvvv

ReHRCO007968 - approve

Ref:MSG0061639_goaTSqlyiPo7xQms04sy

5

o The second alternate method (2) allows the HR Benefits Agent to approve or reject
the tuition waiver request from “My Tasks” in the Employee Service Center.

+ approval for Demo Employee

o The third alternate method (3) allows the HR Benefits Agent to approve or reject the
tuition waiver request from the HR Agent Workspace using the Approvers tab as
previously described.

Employee’s Supervisor

« If the employee indicated that the courses occur during working hours, the approval
is routed to the employee’s supervisor via email. This step is skipped if the request is
for a dependent waiver. The supervisor could choose to accept or reject the tuition

waiver via email using the top two links.
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Preview Email

ve a Tuition Waiver for Demo Emploves

‘Sends approval
ws  directyto o
ysiemvia email 4

B

LA sens e
Z 7 directly to

Links to the
HRConnect case

« Alternatively, the supervisor can choose the HRConnect “LINK” to open the
Employee Service Center for more detail. The approval request appears under “My
Tasks” and shows a full copy of the tuition waiver request.

HR Knowledge Library ~ Request Assistance My Favorites

My Tasks
HRC0007959 11-14-2022 20
Approval | HR Case | Tition Waiver Reauest

Tuition Waiver approval for Demo Employee

Number
HRC0007959

» Scroll down to view the full request and approve or reject the tuition waiver request.

Student information

*Student's relationship to employee
O self

O Legal dependent

O Spouse

D Domestic partner

Enroliment

* Attending University *# of credits scheduled
Commonwealth University, Bloomsburg v 6

*Year of enroliment * Academic level

O 2022 © 2023 O 2024 O Undergraduate © Graduate
* Semester of enrollment *Degree seeking

O Fall @ Spring O Summer O Yes O No

O Winter

Course List for Tuition Waiver

Course name Credit hours Time of course offering
Baking 101 3 MWF - 9:00 AM to 10:00 AM
Culinary Arts 3 Tu/Th - 1:30 PM to 3:00 PM

Are any of these courses during your working hours?
) No, all courses are during non-warking hours.

© Yes, at least one course is during my working hours.

« Once approved by the employee’s supervisor, an email notification is sent to the
Local HR Designee for tuition waiver approval.

Local HR Designee

« The Local HR Designee can choose from multiple methods to approve the tuition
waiver.
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Preview Email

You are requested to approve a Tuition Waiver for Demo Employee.

Year of enrollment: Spring 2023
Number of credits scheduled: 6
Student’s relationship to employee: Self
Courses are scheduled during work hours (y/p

¢ is during my working hours

' directy to system ) Time of course offering |

Sends approval

! g via email MWF -9:00AM 10 10:00AM |
L “ul ts TuwTh - 1:30 PM to0 3:00 PM ‘
k v 795 Sends rejection
Click here to approve HRC0007959 directly to system
ick b ject HRC0007959 Vi email
al

Links to "My
Tasks" in Employee
Service Center

Click here to view in HR Connect: LINK
View this Case in Workspace: HRC000795

Allows full case
review in the HR
Agent Workspace

« The Local HR Designee can choose to accept or reject the tuition waiver via email
using the top two links.

e Choosing the “LINK” to the tuition waiver request opens the Employee Service Center and
the tuition waiver may be reviewed and approved from “My Tasks.”

My Tasks

HRC0007959 1114202228

povoval | HR Cse | Totion Waive Request

Tuition Waiver approval for Demo Employee

HRC0007959 2 Demo Employee

fy, Bloomsburg © [ Manager

« Scroll down to view the full request and approve or reject the tuition waiver request.

O self

Course name Credit hours Time of course offering
Baking 101 3 MWF - 9:00 AM to 10:00 AM
Culinary Arts 3 Tu/Th - 1:30 PM to 3:00 PM

HR Staff Only

Employee Status Tuition Waiver % approved
Permanent . 100

FTE%
100

HR Benefits Agent

e The Benefits HR Agent receives a notification email stating that the final approval has been
received for the tuition waiver. A link to the case is included.
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Preview Email

HR
~&p-
CONNECT

HRC0007959
O

emo Employes

13
Final approval

111142022 20:48:15 EST - Additiona omments
User Demo Employee has i

e The case has now moved from “Awaiting Approval’ state to “Ready”. The Benefits HR Agent
selects “Start Work” to finalize the process.

Tuition Waiver Request case for Demo Employee - 123456 © EalE=T

¢ The Benefits HR Agent selects “Generate Waiver PDF” to generate an official document to
send to the Student Billing Accounts representative.

Tuition Waiver Request case for Demo Employee - 123456 ©

e The tuition waiver form is now attached to the HR Case as a .pdf file.

Tuition Waiver Request case for Demo Erj @ 5 4] |[ e || close compiete | | close ncompiee || suspens | [ |

Detals  HRTasks  Cases Openedfor User (26) ns TaskSLAs(2)  AtachedKnowledge  Approvers(10)  SimilarCases(t)  More v

i HR Total Rewards Case A Compose = Attachments

WComments @ Worknotes (Privae) —

e The form can be viewed or downloaded from the case, if necessary.
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1 of1 e

()

=l

Spring 2023 Tuition Waiver for Demo Employee (123456)

Waiver

Employee: Demo Employee
Employee £: 123436

t least srse is during my
Commonwealth University, Bloomsburg
6
[ I Credit hours | Time of course offering
| | 3 | MWF-9:00 AM 10 10:00 AM |
| | 3 | TuTh-130PMt03:00PM |

d on 11-14-2022 for Case HRC0007959 assigned to: Benefits | Benefits HR Agent

2t Parmansnt

e The Benefits HR Agent selects “Compose Email” to send the approved tuition waiver to the
Student Billing Accounts Representative.

e Incomplete ‘ Suspend ‘7\
Cancel
Associate Interaction
Compose Email
Create Additional Case
Set reminder
Transfer Case
Add task

Escalate Case

e The HR Benefits Agent populates the following:
o Email address of Student Accounts Billing Representative in the “To:” field; and
o Appropriate email body information.

HRC0007959 - Tuition Waiver Request case for Demo Employee - 123456 Saveasduat

¢ The HR Benefits Agent attaches the tuition waiver form using “Add File”, “From Record.”
Choose the approved tuition waiver from the available files.

Attachments From Record X

Select files to add as attachments:

E'Vr'urltrlzonWawer.pdf :

[ Cancel | Add (1)

¢ The HR Benefits Agent selects “Send Email” when all fields are complete and the form is
attached.
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e A copy of the sent email appears in the case Activity Log.

Activity T &

Benefits HR Agent
Emait sent « 11-14-2022 22:14:13 » @1

Subject HRCOD07959 - Tuition Waiver Request case for Demo Employee - 123456
From  HR Connect <passhetest@service-now.com=

To Demo Employee <demoemployee@example.com=;
studenthillingaccountsrepresentative@example.com

. Tuition Waiver.pdf
20.TKB

Show less

e The HR Benefits Agent chooses “Close Complete” to close the HR Case. If any edits are
made to the tuition waiver request information a new form can be generated by choosing
“Generate Waiver PDF.”

£ Home Tt s 4 -
Denais
Tuition Waiver Request case for Demo Employee - 123456 © SR (A |t | [EESSTE | Goncogins || Sewar || =
& -
Sarllapt (1 i e
Bema Empizyen
—— —
- . . o A ey
HR Total Rewards Case Attachenents :
) - s'vf‘wﬂ-v\rﬁ
i
: .
N "

« An employee who submits a tuition waiver request can view their request at any time
from “My Requests” in the Employee Service Center.

MyTasks  MyRequesis @ (@) + Tutorials

« All employee requests are located on the “My Requests” page, including the most
recent request, and the “State” is shown for each request.
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My Requests

View | Open requests | | | search open requests Q

Request State Updated

e - 12345
Tuition Waiver Request case for Demo Employee - 123456 T Obmag
HRCO007368
Tuition Walver Request case for Demo Employee - 123456 Ailfvg Approval ®ham
HRCO07967

ase fc e- 45¢

Tuition Walver Request casefor Demo Employee - 123456 T — o
HRC0007959
Death n Service case for Demo Employee - 123456 ity ——
HRC0007933
Tuition Walver Request case for Demo Employee - 123456 P, o
HRCO007788
Tuition Walver nquiry case for Demo Employee - 123456 ey oo
HRCO007789
Benefits Inquiry case for Demo Employee - 123456 —_— T

HRC0007719

Organization Structure Change case for Demo Employee - 123456

HRC0007630 Ready © about a month ago

Benefits Inquiry case for Demo Employee - 123456

HRC0007510 Ready © 2mo ago

« An employee can select the “Request” link (document title shown above) to open the
request for review.

Tuition Waiver Request case for Demo Employee - 123456

%4 Demo Employee 8 Demo Employee

Demo Employee O7mags
UserD

« Choosing the “Approvers” tab allows the employee to review the approval status of
the request.

Tuition Waiver Request case for Demo Employee - 123456

Subject person Openedby
8 Demo Employee 8 Demo Employee
Activity Approvers  Attachments  Additional Details
Diana Bal

Kimberly

Shelly Wiliams Rec

Patrick Schulte

Patrick Schulte (Agent)

Kristina Wood

Benefits HR Agent

- If the employee or HR Agent attached any documents to the case, selecting the
Attachments tab would allow the employee to see those attachments.

https://passhe.service-now.com/esc?id=kb_article&table=kb_knowledge&sysparm_article=KB0010144 12/15



8/21/24, 3:42 PM HR Staff Knowledge Resources - HRConnect Procedure - Tuition Waiver Inquiry and Tuition Waiver Request
Tuition Waiver Request case for Demo Employee - 123456 Actions |

Subject person
(o) o
@ Demo Employee ® Demo Employee

Activity Approvers Additional Details

Drop files here

« Selecting the “Additional Details” tab enables the employee to see the submitted
form at any time.

Search n

Home % My Request- HRCO007968

Number Created Updated State
HRC0007968 13mago 13mago Awaiting Approval
Tuition Waiver Request case for Demo Employee - 123456 Actions + |

™\ Subjectperson ™\ Opened by
[pe) (e
“._@® Demo Employee _® Demo Employee

Activity Approvers Attachments Additional Details

Employee Details
* Employing University *Bargaining unit

Commeonwealth University, Bloomsburg > Manager "

*Employee phone number

555-555-1212

Student information

*Student's relationship to employee
O Self

O Legal dependent

O Spouse

(O Domestic partner

Enrollment
* Attending University *# of credits scheduled
Commonwealth University, Bloomsburg ¥, &
*Year of enrollment * Academic level
O 2022 © 2023 O 2024 () Undergraduate @ Graduate
* Semester of enrollment * Degree seeking
D Fall @ Spring O Summer (O Winter O Yes O No
Course List for Tuition Waiver
Course name Credit hours Time of course offering
Baking 101 6 MWE - 12:00 PM to 1:00 PM
Culinary Arts 3 Tu/Th - 3:00 PM to 4:30 PM

Are any of these courses during your working hours?

(' No, all courses are during non-werking hours.

© VYes, at least one course is during my working hours.

Copy Permalink
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