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· Production Issues:
Call or email First Data Integrated Partners Help Desk for 24x7 support with any production issues at any time, see Information Required for Reporting a Production Issue section below before calling.
· 866-832-5279 Level 1 (general questions, batch verification, assistance escalating issues)
· IPSupport@firstdata.com Level 2 (only checked during business hours)

· Urgent Production Outages: 
If you have an urgent outage situation you may call the First Data Command Center 24x7 at 800-555-9966, option 8.  This number should not be used for routine issues, see Production Issues above.

· Test Host Issues:
Work with your assigned Certification Analyst to resolve test host issues.  If you do not have a Certification Analyst assigned, please email your First Data Solutions Consultant to request that they open a project for you.

Information Required for Reporting a Production Issue

· Authentication
When calling the help desk you should be prepared to authenticate yourself by providing the certified Partners’ business name, your first and last name, contact telephone number, and an email address containing the company’s domain listed on the certified partner listing.  An accessible certified email address is required because the Level 1 agent will be sending a verification code that must be read back to us in order to validate you as a certified Partner. 

· Issue Information
Be prepared with appropriate information when contacting the Integrated Partners Help Desk. Below are some examples of what might be needed, but, in all cases, collect and have access to the information that is logically needed to troubleshoot an issue.  The data should be summarized neatly in a table or bullets.  Raw data can be useful in addition to the summary.

· For transaction issues provide multiple examples (no less than 3 and within the last 20 days) of the issue and each example should include:
· MID
· Last four digits of the account number
· Date and time of the transaction
· Amount
· Scope of issue
· Additional information about the issue that would be helpful for troubleshooting
· Front End and Back End that the merchant is boarded to (if known)
· Scope of impact (# of merchants and transactions impacted)
· For outage issues
· Scope of the outage (# of merchants and transactions impacted)
· All MIDs impacted
· Time outage began
· Front End and Back End that are impacted
· Additional information about the issue that would be helpful for troubleshooting
· For boarding issues or merchant setup issues
· It is best to work directly with the merchant’s First Data Account Team that is actually doing the boarding, but if for some reason they have reached a dead end and cannot resolve the issue the Integrated Partners Help Desk will do their best to help.
· The merchant should be able to provide contact information for their Account Representative.
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