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Re-Emphasizing the Important
This is how the portal will look like after a successful logon 

for group 2 users before Go-Live (beginning of April):
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Meeting adjustments
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Meeting Adjustments

• Current: Technical BST meeting before CIO meeting
• Future: Technical BST meeting after CIO meeting

• The content will become more technical and will target 
additional groups like
– NCID Administrators
– Leads / Managers from Desktop Support

• Upcoming meetings:
– February 20th

– March 19th
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BEST Shared Services Update
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Trends/High Volume Calls

• ID Card reprints due to incorrect addresses
• Checks created in lieu of direct deposit
• Questions concerning leave balances
• Workflow questions
• “How to” navigate ESS
• “How to” read their remuneration statement
• NCID issues
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Common NCID Issues

• User does not know how to create an NCID account
• User creates account with personal email and does not follow 

through with activation process – account never gets created
• User creates multiple NCID accounts
• Names are spelled wrong in either the NCID system or SAP –

systems are unable to synchronize
• Birthdates are incorrect in either the NCID system or SAP –

systems are unable to synchronize
• User creates accounts with Jr., Sr., III as part of the name 

field – systems are unable to synchronize
• User forgets password and is unable to recall answers to 

challenge questions 
• User does not know who their NCID administrator is
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NCID Issues – How you can help

• ITS will be contacting the NCID administrators with additional 
information on how to support the users

• Encourage your employees to create NCID accounts now
• Start the data cleanup process early 

– NCID administrators can remove the suffixes from the last name 
field

– Validate birthdates
• Educate your employees on where to go for help

– BEST SSC cannot unlock NCID accounts or reset passwords
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Help Desk Integration

• BEST SSC has been working with agency helpdesks to 
coordinate support

• If you have a centralized help desk, please let us know
– Meetings will be scheduled to coordinate support efforts and 

develop support protocols
– We will be happy to share some of our already developed 

support content with you
• If you don’t have a centralized help desk, provide us with an 

NCID administrator contact so that we can coordinate NCID 
support
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Group 1 Go Live
Lessons Learned : DOT
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Group 1 Go Live – Lessons learned : DOT

General
• Agency involvement with BEACON is essential
• Work with the BEACON Deployment Team
• Data Validation up front will save the agency HR staff from a 

lot of work in the new BEACON system, which users are not 
as familiar with

• Core Users need to attend BEACON Training
• Utilize BEACON Transition Centers when possible; will 

reinforce training; can take your own work and get assistance
• First Pay Day – Agency HR must get new employees 

established in BEACON and time must be entered to receive 
pay
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Group 1 Go Live – Lessons learned : DOT

Technical Readiness
• Communication between the agency Technical Readiness 

Agent and the agency BEACON BST(s) is essential
• Be involved
• Know the plan
• NCID - make sure there is adequate staff to support 

– People Procrastinate, even after sending reminders to register 
– DOT staggered the registration to try to avoid overloading the 

NCID Admin Team
– Huge increase in NCID account creation activity close to the first 

pay day, January 11th
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Group 1 Go Live – Lessons learned : DOT

• NCID password resets, increased volume
• Duplicate NCID account requests 
• Verify email address used on the NCID for password resets to 

ID person, JE Smith and JE Smith1 may not be a duplicate.  
Reset the wrong NCID account and a user can be looking at 
someone else’s information if already BEACON activated.

• NCID Admin Team overloaded with last minute activity
• DOT process to verify people using non-agency email 

accounts has multiple verification channels and, therefore 
was a large back log

• NCID Admin Team had over 550 account requests in the 
queue the night before pay day

• DOT had 10,285 NCID accounts as of 1/16/2008
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Group 1 Go Live – Lessons learned : DOT

• Non workstation Users - large population. DOT decided to 
provide check stubs for their field staff by using decentralized
mass printing.
– Verify the core users have the correct BEACON roles mapped to 

them 
– NCID password resets, increased volume
– Verify the core users have access to the transaction for mass 

printing. ZPYR001
– Verify print capability by using test print provided by BEACON
– Utilize BPP (Business Process Procedure) to guide core users 

through process
– Print 1 check stub first before printing entire org unit
– Upper org unit will print all subordinate org units
– Include Technical Support in printing conversations and BPP 

distribution so can assist core users
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Group 1 Go Live – Lessons learned : DOT

Help Desk processes
• If your agency has an internal Help Desk, verify that the 

agency Help Desk and the BEST Shared Services Center 
have an understanding of where calls should be routed
– workstation problems – Agency 
– printer problems – Agency
– NCID account problems – Agency 
– pay stub questions - BEST
– accrual (leave balances) questions - BEST
– core user transaction problems – BEST

• Communicate, often, to the employees
– So they know who to call 
– Do not get passed around from Help Desk to Help Desk adding 

to possible frustration



31

Group 1 Go Live – Lessons learned : DOT

• Remember that only State Employees can see ESS. If there 
is contractor staff on the Agency Help Desk, they need 
documentation to help walk people through screens/issues. 

• BEST can handle the walk through for activation after the 
agency verifies employees can log onto NCID

• Staff the agency Help Desk appropriately
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Group 1 Go Live – Lessons learned : DOT

• DOT Help Desk Statistics
Note Prior to BEACON Activities including NCID:  Monthly Average:  900 calls
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Group 1 Go Live – Lessons learned : DOT

• Firewalls - verify BEACON Production access before Core 
Users and ESS users have access to the system

• Interfaces, if applicable, test thoroughly, verifying both ways
• Once users could get in, they liked the system
• Be Patient. There will be issues to work through with your 

agency, BEST, BEACON and ITS
• Issues will get resolved
• When IT and the business work together, you will have a 

more successful BEACON implementation
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Recent Questions
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Recent Questions

• Jaws and BEACON interoperability concerns
• Excel 2003 – Is it a requirement for BEACON?
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BEACON HR/Payroll Project Resources

• Martin Geres
martin.geres@ncosc.net
Phone: 919-431-6565

If you have any questions pertaining to BEACON HR/Payroll Project 
technical requirements, please contact:

• Richard Fox
richard.fox@ncosc.net
Phone: 919-431-6566

• Teresa Shingleton
teresa.shingleton@ncosc.net
Phone: 919-431-6535

Questions or comments for the BEACON Deployment Team can be 
sent to:

For additional information, visit the BEACON HR/Payroll website at
www.beacon.nc.gov.

• Manoj Pandya
manoj.pandya@ncosc.net
Phone: 919-431-6563




