General
What is ‘My Account’ ?

This service enables you to:
A view details of your tenancy,
A view and print your rent statement,
A pay your rent,
A change your contact details.
The service is secure and free to use and only takes a minute to set up.

Can | perform a transaction at anytime of the day or night?

The service is available anytime day or night. Occasionally our web-site may
undergo maintenance which may mean the service is suspended temporarily.
Any transactions will show immediately, there is no waiting period.

Who do | contact if | am having difficulties with entering information on
‘My Account’ ?

Please read through our frequently asked questions and you may find your
answer. Alternatively customer services team are available on 0845 155 1486
Monday to Friday 7am to 8pm and Saturday 8am — 12pm.

Is the service secure?

The service uses internet standard for secure communications. This means

that when you are logged into the portal all your communication is encrypted
so that no-one can compromise your account or your debit card details. This
is the same technology the banks and all your favourite on-line retailers use.

Can | still use the service if | leave Home?

Once registered you will be able to access ‘My Account’ even if you move out
of your property. This will let you review previous rent statements and pay any
outstanding arrears.

Can | still use this service if | don't have an email address?
To use ‘My Account’ you will need a valid email address.
How do | get an email address?

The easiest way to create your email account and get your first email address
is to use a free online service.

There are four major online email account providers - Gmail (run by Google),
Windows Live Hotmail (owned by Microsoft), AOL and Yahoo! Mail. You have
the choice to pick one you like.

Remember When you create an email account you get an email address to
which people can send email to you. Each email address is unique which
means no two people in the world can have the same email address. Just like



your postal address, which is one of a kind, your email address belongs only
to you.

Gmail - mail.google.com

Windows Live Hotmail — www.hotmail.com
AOL - www.aol.co.uk/

Yahoo! Mail - http://uk.yahoo.com/

What type of card can | pay my rent with?

At the moment the service allows you to pay with a debit card only. This is
currently under review to allow additional types of cards. There is also no
transaction fee for using your debit card to pay your rent through the Web Self
Serve.

How do | start to use it?

The service is free and secure to use and to start using all you need to do is
register which only takes a minute.

You will need your tenancy reference number and a valid email address. Your
tenancy reference can be found on your tenancy agreement.

Registration
What is a Tenancy agreement number and where can | find it?

A Tenancy agreement number is a unique number assigned to you when you
joined home group. This can be found on your tenancy agreement. If you
can’t find your tenancy reference number you can contact us on 0845 155
1486 Monday to Friday 7am to 8pm and Saturday 8am — 12pm.

| have a joint tenancy, who should register?
Both tenants will be able to log in and use web self serve.
What should | choose as my username and password?

Select your user name and password carefully, just as you would when
signing up for any other service. Keep in mind that your user name is case
sensitive (USER and user, for example, are considered different names), and
choose a password that's easy for you to remember but difficult for a stranger
to guess. And be sure to make a note of your selections: You'll need this user
name and password when you're ready to sign in to web self serve.

Remember your username must have at least 6, but no more than 30 letters
and have at least one number. Passwords must contain at least 8, but no
more than 20 letters and have at least one number.

Can | change my password and username at a later stage?


http://www.hotmail.com/
http://www.aol.co.uk/
http://uk.yahoo.com/

You will be able to change your password anytime from the left hand menu,
once you activate web self serve.

What happens if | forget my username or password?

Don't worry if you forget your password. You can re-register in 3 easy steps
and choose a new username and/or password. Home Group has no access to
your registration, username or password details.

Will my username or password expire?

Your details will not automatically expire but you can change them at any time
by re-registering.

| have put all my details in but it will not let me register?

Double check to make sure the spelling and the right number of letters has
been used for your username and password. If no error box is showing and
you still are unable to register please call us on 0845 155 1486 Monday to
Friday 7am to 8pm and Saturday 8am — 12pm

How do | activate my account?

Once you have registered you will receive an email with a link that will activate
your web self serve. Simply log into your email account and click the link to
begin.

What if | have not received an email?

Always check your ‘spam’ folder as this will be the first email we have sent

you. If you still have not received an email, re-register double checking the
spelling of your email address.

Registered User
Once registered how do | log in the next time?
To log in use the links below:
Customers click here

Clients click here

What if | did not log in the time it is showing on my front screen?

If you feel your security details may have been accessed please re-register
choosing a new username and password. If you decide to re-register then all
previous accounts will be deleted to prevent further access.


https://selfservice.homegroup.org.uk/selfserve.customer/ibsxmlpr.p?docid=login
https://selfservice.homegroup.org.uk/selfserve.client/ibsxmlpr.p?docid=login

What if my personal details are incorrect?
You are able to amend your email and telephone numbers on ‘My Account’ . If

any other details are incorrect please call us on 0845 155 1486 Monday to
Friday 7am to 8pm and Saturday 8am — 12pm

Rent
What does “CR” and “DR” mean?
If the ‘Balance’ shows as a credit, this means there will be ‘CR’ immediately
after your final balance. If you have ‘DR’ immediately after your final balance
you will need to make arrangements with Home to clear your arrears. Please
contact your local office to avoid debt recovery action being taken against you.
If the balance is wrong what do | do?
If you are in receipt of housing benefit, payments are paid monthly. Check
when a payment was last made. If you have concerns of missing payments or
would like support understanding your rent statement please call us on 0845
155 1486 Monday to Friday 9am to Spm.
How far back can | get my rent statements?
Statements can be generated from the start of your tenancy.

Can | print my rent statement?

After you have selected the dates you require there is an option to be able to
print your rent statement.

What kind of card can | use to pay with?

At the moment the service allows you to pay with a debit card only. This is
currently under review to allow additional types of cards. There is also no
transaction fee for using your debit card to pay your rent through the Web Self
Serve.

What is an authorisation code?

An authorisation code is your reference number which confirms you have
made a payment. It would always be advisable to write this down for your own
records.

Do | get a receipt and can | print it?

Once your payment has been authorised it will appear immediately on your
rent statement and you will also receive email confirmation. You can print your



email as confirmation of payment which is your receipt. This will also have the
authorisation code on.

If | have paid the wrong amount what should | do?

If you have underpaid you can then make an additional payment using ‘My
Account’ for difference. If you have over paid you have the option to leave this
on your account and can be used for future rent. If you require a refund
please call us on 0845 155 1486 Monday to Friday 7am to 8pm and Saturday
8am — 12pm

What if my payment has been declined?

Please check with your bank.




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


