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After Hours Self-Help Options: 
 
 
Welcome to Merchants Information Solutions, the leading provider of Identity 
Theft protection and resolution services.   
 
Merchants is committed to work on your behalf to resolve any identity theft 
situation you may encounter.   
 
Our normal office hours are Monday through Friday, 8:00 am to 8:00 pm Eastern 
Standard Time.  Please feel free to contact us during our normal business hours 
to discuss your identity theft event.  However, there are steps you can take to 
protect yourself until your Recovery Advocate can assess your case.  Please 
review the seven steps referenced below that will provide you with important 
information and suggestions. 
   
Please contact your financial institution or other sponsoring organization that has 
provided your identity theft benefit during their normal business hours so they 
can report your event to our identity theft unit.  We will then assign your 
dedicated recovery advocate who will contact you by the next business day.  You 
can also leave a voice message directly with us so that a certified Recovery 
Advocate can contact you. 
 
The seven steps that you can take to protect yourself until your Recovery 
Advocate contacts you are:  
 
 
 
1. If you believe that your identity has been compromised, you can place a 

temporary fraud alert on your credit files.  Placing a 90-day fraud alert on your 
credit files will aid in the prevention of further fraudulent activity.  There are 
three national credit reporting agencies but you will only need to contact one 
of these three agencies.  As soon as the one agency receives and processes 
your fraud alert, it will notify the other two agencies which will then also place 
fraud alerts on your credit files.  The Equifax fraud alert notification number is 
1-800-525-6285.  Listen to their recorded instructions and follow their 
telephone prompts.  After their initial recorded message, you will be asked to 
press “1” on your telephone dial to add the fraud alert.  You will also be asked 
to input the following information: 
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• Your nine-digit Social Security Number 
• Your two-digit year of birth 
• The numeric portion of your address (for example if your address is 

333 Main Street, you will enter 333) 
• Optionally, your daytime phone number beginning with the area code 
• And, optionally, your nighttime phone number beginning with the area 

code 
 

You will be given a confirmation number when the fraud alert process is 
complete.  Please record this number for your future reference.  Equifax will 
then notify Experian and TransUnion and they will add your fraud alert to your 
credit file in their databases.  Within the next week, you will receive written 
confirmation of the fraud alert by mail from each of the three credit reporting 
agencies.  
 
While the fraud alerts are in place, credit should not be extended in your 
name unless the credit grantor using the credit report takes reasonable steps 
to verify the identity of the person making an application for credit.  The credit 
grantor may also contact you at the telephone numbers you provide, thereby 
reducing potential opportunities for identity theft.   

 
 
2. We recommend filing a police report.  This action may not be necessary, such 

as in simple cases involving a fraudulent credit card charge, but this is the 
only step that your Certified Recovery Advocate cannot do on your behalf.  A 
police report is an important document that will help during the resolution of 
your case and will provide confirmation that your complaint is valid.  Creditors 
involved in the resolution of your identity theft event may request a copy of 
the report before opening an investigation. 

 
Here are a few tips to remember when filing a police report: 

1. Be prepared to provide documentation to verify the accuracy of your 
information 

2. Be certain to obtain the case number assigned by the agency, and 
obtain a copy of the police report, if available.   

3. Make numerous copies of the report and keep the original in a safe 
place. 

 
 
3. If your credit cards have been lost or stolen, contact the fraud department 

with each creditor and notify them of the fact that your credit card has been 
lost or stolen and that your identity has been compromised.  It is very 
important to contact each creditor as soon as possible after you discover the 
loss.   
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4. If your personal identification information such as your drivers license or 

Social Security card have been lost or stolen you should contact the 
appropriate agencies, such as the Department of Motor Vehicles in your state 
or the Social Security Administration.  The Social Security Administration can 
be reached by phone at 800-772-1213 or visit their website at www.ssa.gov. 
 
If your checks were lost or stolen or you believe that copies of your checks 
have been fraudulently obtained, notify your financial institution. 

 
 
5. If your wallet or purse was lost or stolen, you may want to notify your 

insurance carriers, such as your health insurance carrier, prescription plans, 
and property-casualty insurance.  In addition, contact the fraud departments 
of each credit card company to report the card as lost or stolen.  Contact your 
financial institution if your checks were also lost or stolen. 

 
 
6. If your passport was lost or stolen, notify the US Department of State – you 

can do so by logging on to their website at 
http://travel.state.gov/passport/passport_1738.html 

 
 
7. Your Recovery Advocate will attempt to contact you at a time that is 

convenient for you.  If you choose to leave us a voice message, please 
provide your name, contact telephone number, time zone, email address and 
the name of your bank, credit union or other sponsoring organization which 
provides you with your identity theft protection.   

 
Your identity theft membership through Merchants Information Solutions 
provides you with fully managed recovery.  This means that you will be 
assigned a Certified Recovery Advocate who will be dedicated to your case 
throughout its duration.  Your recovery advocate will personalize a recovery 
plan that will address your specific needs and will handle all of the necessary 
research, phone calls, letters, follow-ups and case documentation.  Please 
gather all documentation associated with your event and be prepared to 
discuss the circumstances when your recovery advocate contacts you.  In the 
initial call, your advocate will assess your case, prepare your personalized 
recovery plan and explain the next steps they will take on your behalf to begin 
the resolution of your identity theft case.  

 
 


