
What kind of 
troubleshooting are you 
investigating regularly?
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Winter Warmups
Troubleshooting in THEbenefitsHUB



The primary purpose of this webinar series is to educate and inform, and allsynx does 

not guarantee the accuracy or sufficiency of the information provided. This webinar 

does not constitute professional advice, is not legal interpretation, is not an 

endorsement, and is not a statement of allsynx’s policies. Further, the views, 

information, and opinions expressed by any guests during this webinar are solely those 

of the individuals involved and do not necessarily represent those of allsynx.
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A Few Reminders…

Questions

Chat

Handout & Recordings

Your Feedback
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Liz Gerlach
Training Supervisor

Today’s Presenter:
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Objectives

Identify issues and determine 
the best path for resolution

Explore tools and strategies 
to best avoid roadblocks

Turn techniques into action 
with real-world scenarios

Clear The PathFind Your Footing Stay on Track

By the end of today’s webinar…
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Which tools do you currently 
use in THEbenefitsHUB to 

troubleshoot?



Researching vs.

Troubleshooting

01

Housekeeping
Today’s 

Presenters
Objectives

Researching vs. 
Troubleshooting

Eligibility 
Matters

Discerning 
Discrepancies

Troubleshooting in 
THEbenefitsHUB

THEbenefitsHUB 
Tools

THEbenefitsHUB 
Reports

Tips & Best 
Practices

Wrap-Up



Researching

• Curiosity-driven
• Broad & exploratory
• May not involve a problem

Research explores information; troubleshooting 

applies research to a problem.
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• Problem-driven
• Narrow & focused
• Action-oriented

Troubleshooting



Carl Jung, Swiss Psychiatrist

We can’t solve a problem until 
you’re asking the right question.

https://theapeiron.co.uk/8-quotes-by-carl-jung-that-might-change-the-way-you-think-and-live-3be227271162



Steps & 
Resolutions

What’s the Ask?

Employee-Related

Eligibility

Human Error

Past Actions

EDI-Related

Missing Information

Past Actions
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Eligibility 
Matters

02
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Eligibility in THEbenefitsHUB

Process for knowing whether an employee and/or their dependents can enroll in a plan

People-centered and based on many possible criteria

Built into plans behind-the-scenes
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Employee 
Eligibility
Triggers

Salary

Enrolled Plans

Hours Worked

Division

Age

Status
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Dependent 
Eligibility
Triggers

Age

Disability Status

Marital Status

Student Status

Relation Type
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Discerning
Discrepancies
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IMNS Picture Here
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Common Discrepancy Report Results

01

02

03

04

05Missing/Invalid 
addresses 

Verifying 
dependent status 

No Discrepancies Invalid Social 
Security Numbers 

Verifying 
Termination Dates
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Discrepancy Actions

Reinstatements ChangesAdds Terminations
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5 Steps to Correcting Discrepancies

1

Identify The 
Discrepancy 2

Review
Data

3

Review EDI 
Schedule 4

Make 
Corrections

Document 
Changes

5
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Troubleshooting in

THEbenefitsHUB
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Employee Eligibility Report

History File

Journal

IMNS Dashboard

Demographic Pages

File Cabinet

Enrollment History Report

Consolidated Enrollment Form

Manage Test Employees

Your Go-To Troubleshooting Toolkit
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Plan Enrollment 

Monthly Billing 

Census 

Add/Change/Term 

Login Statistics 

Standard Payroll 

Monthly Billing 

Plan Election Comparison

New Hire Email

Plan Enrollment 

Plan Comparison 

Employee Eligibility

THEbenefitsHUB Tools

THEbenefitsHUB Reports



THEbenefitsHUB
Tools
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Answering the Big ?’s
Tools to Help You Tackle Them All!

Why did this change happen?

What happened to my benefit?

How did my benefits change?

Journal Entry

History file

Enrollment History Report

Employee Eligibility Report
Why can’t I enroll?
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“I filed a vision claim with my 

carrier, but they informed me 

that I am not even enrolled 

in the benefit…What’s going 

on?”
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“I received my medical premium 

back from the carrier. Why do 

they think I am not enrolled in my 

medical benefit?”
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“How can I enroll my spouse 

in the Spouse Life benefit 

when it isn’t visible to me?”
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THEbenefitsHUB
Reports
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Employee Eligibility Report
Employee vs Employees

Troubleshooting when an 
individual employee is not 
eligible for a certain plan(s).

Employee-Level Report

Company-Level Report

Comparing eligibility across 
multiple employees, divisions, 
or employee categories.
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Answering the Big ?’s
Reports to aid Research!

Plan Enrollment – Who has enrolled?

Plan Comparison – What has changed?

Employee Eligibility – Who is eligible?

Login Statistics – Who has logged in?

Standard Payroll – Who has enrolled?

Monthly Billing – Who has enrolled?

Plan Election Comparison – What has changed?

New Hire Email – Who is new?

Standard Reports

Quick Reports
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Tips & Best

Practices
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If you are spending more than 

5 minutes troubleshooting something, 

please reach out to your Account 
Representative to lend a helping hand!

Time to Troubleshoot:
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Do: Don’t:

Troubleshooting
Best Practices

Ignore
Reports

Check the IMNS 
Dashboard

Review Manual 
Additions

Question
Eligibility

Risk 
Terminations

Practice On 
Employees
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Reporting Tips

No Scare Zone Covered Up Useful Tools
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If you are ever unsure of where to start 
in the Employee Administration when 

correcting an error – use the Employee 
Eligibility Report!

Feeling Stuck?
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Wrap-Up
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Aspen is eligible for Basic Life 
coverage, but when she goes to elect it 

there isn’t an amount populating in 
the dropdown!



Thank you for attending!

Need more help?
Contact us with any questions at learn@allsynx.com
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