
“I Can’t Login to the Website”: A Guide to Troubleshooting Web Problems 

Our office frequently receives calls from users who either can’t login to our website or have problems accessing their registered 
advance directives. This guide aims to help you diagnose the problem and potentially solve it straight from your computer. 

Once we receive and process your advance directives, you will receive a package in the mail including: 
1. Set of wallet cards containing login information.
2. Verification Letter and return envelope.*
3. Scanned copy of the documentation you provided.

Your registration WILL NOT BE ACTIVATED until we receive the signed verification letter from you.   

“The User ID or Password does not match our records” – Problems logging into the website 

Option 1: Did you mail back the verification letter?* 

Check the package we mailed to you and verify if you have a document resembling the sample on page 2. If 
you still have the letter, sign it and mail it back in the envelope provided. If not, try to remember when you 
mailed it in to our office. If it has been a couple weeks, call us at 602-542-6187 or 1-800-458-5842 to verify if it 
has been processed.  

Option 2: Verify how you’re spelling the user ID and/or password.  

The program creates a unique username and password that cannot be changed. Usernames and passwords 
are case sensitive, so if you have enabled the “caps lock” key on your keyboard, make sure to turn it off.  

The website will not let you see the password as you’re typing on the login screen. We recommend that you try 
to type the username and password found on your wallet cards into a Word document (or similar computer 
application) to verify the spelling and then copy it into the respective textbox. 

Please refer to our example below for the username and password: 
The username will look like: m000##### 
The password will be any combination of upper and lower case letters, numbers and symbols. 

“The Website Isn’t Opening My Directives!” – Problems accessing information in our registry 

Have you disabled popup blockers on your browser? 

A web browser is a program on your computer that you use to access the internet. If you receive a notice of a 
popup message being blocked, please enable your browser to open this request because it is necessary to 
access your information on our website. Our program will open your directives as a PDF document on your 
computer. From there, you can save it to your computer or print it out for your records.  

Miscellaneous 

• You are unable to change your directive online. If you need to change any documents or personal identifying
information, you must do so by mail with a new Registration Agreement. Even if you are changing only one
document out of the three possible, when replacing your documents, make sure to include the one being
changed and copies of the original two documents.

• If you are using this website on a public computer, you should take care to log off once you are finished with
your session. By logging out of the website, you are disallowing someone else from looking at your registry
information and seeing any personal identifying information (name, address, phone, health care wishes, etc.).
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Sample of Verification Form 

If you still have the form, sign it and mail it back in the envelope provided. If you mailed the form and it has been a couple 
weeks, call us at 602-542-6187 or 1-800-458-5842 to verify whether it has been processed. 

If you have any other questions or concerns with the Advance Directive website, please call in to 602-542-6187 or        
1-800-458-5842, so we can help diagnose and resolve your problem.
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