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AIG Programs - Underwriting Bulletin
	99 High Street, 25th Floor
Boston, MA 02110
February 13, 2017

[bookmark: _GoBack] Please note that this Bulletin may provide an update or additional guidance to direction previously provided to you via your Underwriting Guidelines or Program Underwriting Authority document.  This Bulletin supersedes any such previous direction as of the effective date specified below and will be incorporated into your Underwriting Guidelines or Underwriting Authority document, if applicable, as future updates are issued.  If you have any questions or require clarification regarding this Bulletin, please contact your Program Manager.


Title:  Help Desk Transition to AIG’s Broker Services Division

New Cover-All NexGen and Classic Help Desk Procedure:
We had recently asked you for your feedback regarding the Cover-All Help Desk and we appreciate all of the feedback that you have shared with us.
Throughout 2017, we will be making many changes to the Cover-All Help Desk to improve the services provided to our users and we are pleased to announce the first of these changes that will be taking place on February 20, 2017.  
In order to provide you better service and align ourselves with the process that many of you are already using with AIG for support, we will begin to leverage the services and expertise of our Broker Services Division (BSD) to accept your new Help Desk reports.  As of February 20th, please forward all e-mails pertaining to new Help Desk issues to the BSD at ToServe@aig.com, along with the completed template (see attached below) that you are currently using.  Please note that the e-mail subject line should always begin with this verbiage:  Cover-All Help Desk.  


The BSD will open the Help Desk ticket within 24 hours of receipt of your request and will send you a confirmation e-mail that will include your Help Desk ticket number.  Depending upon the nature of your request, the BSD will forward your new ticket to either our AIG/Lexington Operations group or to our AIG I/T group.  A representative of one of these groups will respond to your request in either 2 business days (for incidents directed to AIG/Lexington Operations) or 5 business days (for incidents directed to AIG I/T).  If these areas can address your request immediately, by answering your questions or sharing an interim work-around, they will do so.  If your issue requires further research, they will advise you of this and provide you with an estimate of when they anticipate your issue will be resolved.
We ask that you please copy your Program Manager (PM) on all Help Desk requests submitted to BSD so they can assist in resolving any issues, if and when necessary.
After your new Help Desk ticket is opened and assigned to either the Operations or I/T groups, all subsequent correspondence will be generated from the current Cover-All Help Desk e-mail address (CoverAllHelpDesk@aig.com) and will contain the assigned Help Desk ticket number.  
We ask for your patience and support as we work through this transition.  We’re confident that, in short order, this new process will help limit the number of status requests sent to the Cover-All Help Desk e-mail box thus allowing us to ultimately respond to your needs faster.  
We will also be utilizing the “Announcement Section” of the Cover-All NexGen Dashboard to communicate any global system issues that might surface, we ask that you please check this Section of the Dashboard prior to reporting an issue as it may have already been reported by other users and/or may already be resolved.
We look forward to continued collaboration as we revise and enhance the Cover-All Help Desk process further in 2017.
Frequently Asked Questions / Processing Scenarios:

Question 1:	Can I continue to report new issues to the existing Cover-All Help Desk 
e-mail?

Answer:	No – As of February 20th, all new issues should be sent via e-mail to the ToServe@aig.com e-mail.   

Question 2:	What will happen if I inadvertently send my new report to the existing Cover-All Help Desk e-mail?

Answer:	For the first two weeks of the new process, your e-mail will be forwarded by the Help Desk to BSD and they will open up the ticket for you.  Starting on the third week, your e-mail will be sent back to you with instructions to send your request to ToServe@aig.com 



Question 3:	Do I have to complete the Help Desk template that I currently complete?

Answer:	Yes, a completed template will provide all of the required information for which to open the ticket. 

	
Should you have any questions or need additional information, please contact your AIG Program Manager.  Thank you for your cooperation.

The information and other material contained herein is proprietary to AIG Programs and intended for internal use only.  Unauthorized disclosure, dissemination, copying or other use of this information and material without the express written permission of AIG Programs is strictly prohibited.
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		SYSTEM & PRODUCER INFORMATION ABOUT THE INCIDENT



		   Cover-All System:

		         Classic                	

		               Nex Gen



		System Environment:

		 TEST            

		 MODEL                  

		    PRODUCTION  

		              ALL



		   Producer Code:

			



		Producer Name:

		







		INFORMATION ABOUT THE INCIDENT



		User ID/User Name of Requestor:

		



		Error Message Received (Provide screen shot if applicable)

		



		Policy / Quote #:

		



		Insured Name:

		



		Control Date:

		



		Transaction / Policy Effective Date:

		



		Transaction Type: (Quote, Policy, QFR, Renewal, Endorsement, Audit)

		



		Issue that you are experiencing (Please provide detailed information if possible)

		



		Process and screen where it happened:

		



		Premium involved with transaction:
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