EMAIL CHANGE REQUEST - CASE AND EMAIL TEMPLATES

Accepted Requests:
SUCESSFULLY CHANGED EMAIL CHANGE REQUEST
Responding to the request to change the customer's email. 

The customer has been verified. Email changed successfully. 
Email sent to advise customer.

Dear ______,

We received your request to change the e-mail address associated with your Quicken account. 

We have changed the e-mail address on your account, and you will receive an e-mail from noreply@quicken.com that will allow you to reset your password. You may then return to www.quicken.com and access your Online account with the new password you have created.

User name:  ________________”


[bookmark: _Hlk511118685]Best Regards,
Quicken Customer Care


SUCESSFULLY CHANGED PHONE NUMBER CHANGE REQUEST
Dear ________,

We received your request to change the phone number associated with your Quicken account – “_____________”
We have changed the phone number on your account, and you will receive an e-mail from noreply@quicken.com that will allow you to reset your password. You may then return to www.quicken.com and access your Online account with the new password you have created.
Phone Number – 
 
[bookmark: _Hlk511294426]Best Regards,
Quicken Customer Care






* * * * * * * * * * * * * * * * * *
Denied Requests:
First Step is to verify both OLD & NEW emails in care console to determine the case resolution; please follow the templates below to send the customer the correct response from your Salesforce Case. 

BOTH OLD & NEW ID/EMAIL ALREADY EXIST IN CARE CONSOLE 

Dear ______,

We received your request to change the e-mail address associated with your Quicken account. After researching we have found that the User Name ‘__new email__’ is already an active Quicken ID, and we don’t allow the merging of existing ID’s in our system. Please proceed with using this as your current Quicken ID.  

For further assistance, please contact support at (650) 250-1900

Best Regards,
Quicken Customer Care

BOTH OLD AND NEW ID’s DO NOT EXIST

Dear ______,

We received your request to change the e-mail address associated with your Quicken account. We were unable to find any Quicken user accounts under the e-mail address '_______________'. 

To proceed, you only need to create a new Quicken ID. This can be done by visiting Quicken.com and going to the sign-in page for My Account, on the top right corner of the Home page, and choosing to create a new account with your new email instead.

For further assistance, please contact support at (650) 250-1900

Best Regards,
Quicken Customer Care

OLD ID NOT FOUND – NEW ID ALREADY CREATED

Responding to the request to change the customer's email. 

The customer has been verified. Their old id/email does not exist in our system, and can't be changed by Quicken Support. New desired email and phone number have been created already. 

Dear ______,

We received your request to change the e-mail address associated with your Quicken account. We were unable to change the Quicken user account under the e-mail address ‘_________’ because it does not appear to be in our system. However, I can see that your preferred email and phone number are an active Quicken ID, please proceed with using this as your current Quicken ID.

If you have any further questions or need more assistance, please contact us by visiting our support site https://www.quicken.com/support or by calling (650) 250-1900.
Best Regards,
Quicken Customer Care





FOR FORMS THAT ONLY HAVE ONE ID LISTED AND ALREADY EXISTS 
Dear _______,
We received your request to change the e-mail address associated with your Quicken account. After researching we have found that the User Name '__________' is already an active Quicken ID. Please proceed with using this as your current Quicken ID.  

For further assistance, please contact support at (650) 250-1900

Best Regards,
Quicken Customer Care

OLD ID NOT MIGRATED AND MIGRATION EMAIL HAS BEEN SENT FROM WITHIN CARE CONSOLE AFTER VERIFYING ID IN THE ECR FORM
[bookmark: _Hlk511912592]**** If the customer’s ID is valid in the ECR form, please add/change their email and phone# from the form and send them the migrate email from within care console. ****

Dear ______,
Please follow the steps in the email that has just been sent to you that will allow you to migrate your old Intuit ID to our new Quicken ID platform. Once completed you will be able to place orders on quicken.com and register our currently supported Quicken products.
For further assistance, please contact support at (650) 250-1900
Best Regards,
Quicken Customer Care


OLD ID NOT MIGRATED – CREATE NEW QUICKEN ID “ONLY IF WE WERE UNABLE TO SEND THEM A MIGRATION EMAIL FROM WITHIN CARE CONSOLE AFTER VERIFYING ID IN THE ECR FORM”

The customer has been verified. Their Intuit id is not migrated, and can't be changed by Quicken Support. 
Email sent to advise customer to create a new Quicken ID.
**** If the customer’s ID is valid in the ECR form, please add/change their email and phone# from the form and send them the migrate email from within care console. ****

Dear ______,

We received your request to change the e-mail address associated with your Quicken account. We were unable to change the Quicken user account under the e-mail address ______________' because it has not been migrated from an Intuit ID to a Quicken ID.  

To proceed, you only need to create a new Quicken ID. This process can be done by visiting Quicken.com and going to the sign-in page for My Account, on the top right corner of the Home page, and choosing to create a new account with your new email instead. Below are a few links regarding this migration change, and how-to steps for creating your New Quicken ID and signing in to your file.

https://www.quicken.com/support/quicken-id-migrating-your-quicken-services
https://www.quicken.com/support/differences-be-aware-and-after-migrating-quicken-id
https://www.quicken.com/support/why-do-i-get-error-my-account-needs-be-migrated-or-my-quicken-id-already-exists-when-i-try


If you have any further questions or need more assistance, please contact us by visiting our support site https://www.quicken.com/support or by calling (650) 250-1900. 

Best Regards,
Quicken Customer Care

OLD ID NOT MIGRATED – NEW ID/EMAIL ALREADY EXISTS
The customer has been verified. Their old id has not been migrated and new email already exists in our system, and can't be changed by Quicken Support because the desired email and phone number have been created already. 
Email sent to advise customer.
**** If the customer’s ID is valid in the ECR form, please add/change their email and phone# from the form and send them the migrate email from within care console. **** 

Dear _____,

We received your request to change the e-mail address associated with your Quicken account. The email ‘___________” was unable to be changed because it has not been migrated from an Intuit ID to our new Quicken ID platform. However, we found that the Quicken ID '______________' has already been created and is valid in our database, please proceed with using this as your current Quicken ID.

If you have any further questions or need more assistance, please contact us by visiting our support site https://www.quicken.com/support or by calling (650) 250-1900. 
Best Regards,
Quicken Customer Care


* * * * * * * * * * * * * * * * * * * * 
ID Related Issues: 
IDENTIFACTION NOT PROVIDED 
Dear _______,
We received your request to change the e-mail address associated with your Quicken account. 
To protect the privacy of our Quicken users, we require documentation that establishes your identity (ID with your name and address). We can accept these documents as digital scans. Any photo ID submitted should be clear enough to make out the features of the person pictured in the ID. You have failed to provide a valid form of identification.
Please provide a copy of one of the following as Proof of Identity:
- Driver's License
- State Issued ID with Address
- Notarized document with your name and address. 
- US Passport
- US Military ID w/Photo
You may resubmit your request by visiting the address below.
https://www.quicken.com/support/e-mail-change-request-submission
For further assistance please contact support at (650) 250-1900

Best Regards,
Quicken Customer Care

IDENTIFATION CANNOT BE OPENED OR IN POOR QUALITY 
Dear _______,

We received your request to change the e-mail address associated with your Quicken account. 
Unfortunately, we were unable to view or open the document.
To protect the privacy of our Quicken users, we require documentation that establishes your identity (ID with your name and address).   We can accept these documents as digital scans attachments in the following formats: .JPG, .BMP, .DOC, .TIF, .PNG, RTF or .PDF files.  
[bookmark: _GoBack]Any photo ID submitted should be clear enough to make out the features of the person pictured in the ID.
Please provide a copy of one of the following as Proof of Identity:
- Driver's License
- State Issued ID with Address
- Notarized document with your name and address. 
- US Passport
- US Military ID w/Photo
You may resubmit your request by visiting the address below.
https://www.quicken.com/support/e-mail-change-request-submission
For further assistance please contact support at (650) 250-1900
Best Regards,
Quicken Customer Care






