HELP DESK INFORMATION
TO ASSIST WHEN CALLING THE AIG HELP DESK OR BROKER SERVICES
ALL:
The following will help you to know when to call and which help desk to contact for specific types of issues:
1. If you are unable to get into www.myaig.com or the links within the system do not take you to the log in screen of the system you are trying to access, please call 1-877-867-3783 and choose Password Reset
0. When the agent comes on, tell them that you are unable to access www.myaig.com, or that you can get to the Home Page, but clicking on the link does not take you to the appropriate log in page
1. If you are able to get to the login page, but the system does not function correctly once you log into it, please call 1-800-435-7457 and have a ticket opened to correct the issue.
1. If entering your ID, Password and Group in ODEN PT brings you to a screen that has a “500 – Internal Server Error”, retry making sure you enter the correct password and choose the correct group.
0. If this still brings up the same error, please contact 1-800-435-7457 and set up a Password Reset ticket
1. If the system has any type of function issues, call 1-800-435-7457 and open a help desk ticket for the specific system you are trying to work in, as in if you are having a problem with E-Start tell the agent you want to open an E-Start Help Desk Ticket, etc.
1. If you are not sure how to do something within the system, you call or email Cathleen.Churchill@aig.com. 

Helpful information for use when setting up help desk tickets:
www.MYAIG.com  HELP DESK:

You use this help desk if your www.MyAIG.com ID or Password expires. 
1-877-867-3783 then 0 and hold for an operator (see page 4 for www.MyAIG.com specific instructions)

MAIN HELP DESK:
You use this help desk for all technical issues with any systems you use.
1-800-435-7457 (1-800-help hlp) then choose 4 then 5 and hold for an operator
This help desk can also be reached by sending an email to:
AIG.Helpdesk@AIG.com (see pages 2 for E-Start and page 3 for ODEN PT instructions)


Please note the following helpful tips when trying to access or troubleshoot the following system applications:
AIG HELP DESK
Main Help Desk

Setting Up the Help Desk Ticket:
1. To reset the Password or notify the help desk of possible system problems, please contact the help desk at 1-800-435-7457.  
a. Do not attempt to enter an Employee ID, hold on and you will receive instructions to press *.  
b. After pressing * you will be prompted to make a choice, choose 1 for Commercial.   
c. After pressing 1 for commercial you will be offered 3 choices, NEVER Pick #1, this is an internal choice only.  Pick 3 for new issues, or 2 if you are checking on a ticket you previously opened.
d. When the HD Agent comes on the line, Identify yourself as a “DIV 66 Outside Vendor” 
i. This should then prompt the HD agent to verify your identity using the Knowledge Document “Div66”, if not please remind them to check this document.  Once verified, report the issue and set up a ticket.  
1. Make sure they set up any Password Reset or Mainframe Suspension unlock to go to IAMPA-General Insurance Security Administration.
e. Tell the agent to set the ticket up under the name Cathleen Churchill, and ask that they put your name and contact information in the Additional Information section of the ticket
i. This will allow the tech and Cathy to know who to contact should there be any questions regarding the ticket.
	E-Start

E-Start issues:
If you are having a System issue, provide specific information, including error message information, the help desk may ask you to provide screen shots, so have them ready to send.
Update issues should be documented including the submission # and exactly what is happening.  If the line has a WIP status, make sure to include the WIP information.
Make sure you provide your *Mainframe (E-Start User) ID, Producer # and contact information for the ticket.

Make sure you get the Ticket Number from the HD Agent
1. To escalate the ticket, send an email with the ticket # in the subject line to Cathleen.Churchill@aig.com 
2. Once you get the new password check, and confirm to both the HD agent and  Cathleen.Churchill@AIG.com, that it works then notify all users of the change.
For system issues:
The ticket should be set up normally with the group that handles tickets for the specific system.
ODEN Policy Terminator
ODEN PT System Issues:
For *Password Resets:
Make sure you are clear that it is the ODEN Policy Terminator password to be reset.  

Ask the agent to put the following information into the Ticket under the Additional Information section with your name and contact information:
The Mainframe (User) ID:
The Companies Producer Number:
The ODEN PT GROUP for your *Mainframe ID:
  
3. *Your Mainframe ID (either contains an * or begins with MGA) is the User ID used to get into both E-Start and ODEN PT but the Mainframe Password only affects E-Start.  ODEN PT has its own system specific password so it is important to make the distinction when calling to get a password reset.  Make sure they set up any Password Reset or Mainframe Suspension unlock to go to IAMPA-General Insurance Security Administration.
Make sure you get the Ticket Number from the HD Agent
4. To escalate the ticket, send an email with the ticket # in the subject line to Cathleen.Churchill@aig.com 
5. Once you get the new password check, and confirm to both the HD agent and  Cathleen.Churchill@AIG.com, that it works then notify all users of the change.




AIG BROKER SERVICES HELP DESK
www.My AIG.com ID and Password Issues
This pertains to the ID (your email address) and Password (you set up) you use to get into www.MyAIG.com only.
The User ID for the MyAIG website is your email address and the password is created by you.  This is your security ID and Password and as such is not to be Shared or Transferred.  
If someone leaves the company you are required to notify AIG Broker Services at ToServe@aig.com so that their www.MyAIG.com ID can be disabled. 
Password Reset for My AIG:
You will need to call the My AIG help desk at 1-877-867-3783 and follow the prompts for password reset.  Once the technician comes online they will ask for your ID/Email address and proceed to reset your password.  Make sure the password reset works before hanging up.
[bookmark: _GoBack]
Locked out or Unused ID over 30 days:
Follow the instructions for Password Reset, as the ID will be reinstated once the password is reset. 

OTHER ASSISTANCE INFORMATION
E-Start Block Release Requests 
Blocked Submissions:
To be handled as per FAQ instructions.  If you have any problems reaching the blocking U/W please forward YOUR ORIGINAL email sent to the blocking U/W to ProgRelease@AIG.com with a note indicating what the issue is, i.e. the email bounced back undeliverable or it has been over 3 business days with no response and you are still blocked (Check your submission before following up, as the Blocking U/W may release and not respond to you directly).

If you have any other issues please contact Cathy Churchill or your Program Manager for further assistance.
Thank you 
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