
Forgotten Details
Username / Password / Memorable Word

You can request a reminder of your username and reset your password or memorable word if these have been forgotten. 
If any are forgotten, you will be prompted to contact the Customer Service team to reset these details.



If you have forgotten your username, you can 
request a reminder to your registered email 
address.

You will need to click on Forgot my 
“Username” option from the Login screen.

You will be taken to the “Forgotten My 
Username” screen where you will need to 
enter your email address and complete the 
“ReCAPTCHA” and click “Request 
Reminder”.

You will then receive a reminder of your 
Username via email.
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If you have forgotten your 
password, you will need to click 
on the Forgot my “Password” 
option from the Login screen.

Password Reset

You will be taken to the 
“Forgotten My Password” 
screen where you will be asked 
to enter either your username 
or email address, complete the 
“ReCAPTCHA” and click 
“Request Reset Code”.

An email should be sent to your 
registered email address with a 
reset code. Enter this code into 
the “Reset Code” field and 
click “Continue”.
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Enter the requested characters 
from your memorable word and 
click “Confirm”.

Password Reset

Enter and re-enter a new 
password that fits the criteria: 
• Between 8-20 characters
• Containing at least 1 

uppercase, one lowercase, 
1 number & 1 special 
character

• No spaces 
And click “Confirm”.

When you see the ‘Success’ 
message, your password has 
been changed.
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If you have forgotten your 
memorable word, you will need 
to follow the Login process and 
enter either your username or 
registered email address and 
password before clicking 
“Login”. 

Memorable Word Reset

Once you are at the screen to 
enter characters from your 
memorable word, you will need 
to click the “Forgot Memorable 
Word?” button.

An email will be sent to your 
registered email address with a 
reset code. 
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Input the requested reset code 
and click “Continue”.

Memorable Word Reset

You will then be asked to create 
a new memorable word 
• Between 8-20 characters
• No spaces
• No special characters

When you see the ‘Success’ 
message, your memorable 
word has been changed.
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Where you have forgotten both your password and memorable word, you will need to contact us either 
by telephone or secure message.

Our Customer Service Team can then provide you with a temporary password so you can re-gain 
access to your account.

It will be strongly advised that you change your temporary password once you have gained access to 
your Online account. 
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