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[bookmark: _Toc129605421]Q – How can I register?
A – On our website you can register. You need the following information which must match your details we hold for the account you are registering for.
Name
Address
Account number – either council tax or business rates

Then you need two of the following.
Online ref (this should be on any bills issued from March 2023 - so on your next paper bill you can find this).
Postcode (of the dwelling you are signing up in respect of).
Last 3 digits of a telephone number we hold.
Last 3 digits of your bank account you pay your council tax/business rates direct debit from.

[bookmark: _Toc129605422]Q – Why do I have to sign up to a new system?
A – This is a brand-new system. We are aware some customers had log in and registration problems with the previous system, so we have worked on improving this. Due to extra security in the new system, and some accounts may be old or forgotten, we feel it’s safer to ask all customers to re-register with up-to-date details.

[bookmark: _Toc129605423]Q – I think my email may have been compromised/hacked, what should I do?
A – Please let us know as soon as possible, we can block access to your account while we investigate this for you. We can delete the current email account and allow you to re-register using an alternative email. We would need your details for security purposes before doing this.

[bookmark: _Toc129605424]Q – On the old MyInfo account I could see properties in Lincoln and North Kesteven, why can’t I now?
A – Unfortunately our new systems does not allow that functionality. You can sign up for both systems separately and receive notifications per authority.

[bookmark: _Toc129605425]Q – What should my username be?
A – You can use whatever you want, you are limited to 30 characters. You can add your email address within the sign up for e-billing so it doesn’t need to match. Please note only one username can be used per authority.

[bookmark: _Toc129605426]Q – I cannot see all my accounts?
A – Accounts with nil balance are hidden, you need to select Show all under Other account details to view them, once you have signed into the system. If you still cannot see all your accounts, this could be due to you having more than one personal identity number – this can happen if we set you up for an account but could not confirm you were the same person as a previous account. You can sign up for a new user for your other accounts.

[bookmark: _Toc129605427]Q - I have an email from donotreplyrevenues@lincoln.gov.uk is this real?
A – We are issuing emails from this address, but please be careful when opening emails and selecting links within any email. You can hover over the title to check the actual address of an email sender, if you are not expecting an email then you can log into your account via our website direct.

[bookmark: _Toc129605428]Q – Why has my change I’ve reported not shown straight away?
A - Not all actions/changes will instantly show within the system. Some tasks require further work by us, you will be notified via email when you have a new bill available.

[bookmark: _Toc129605429]Q – I don’t know my username/password?
A – you can select username in the sign-up screen, you will then be emailed with any usernames you have associated with your accounts. 

Go to the sign in page to find these options.
[bookmark: _Toc129605430]Q – I have changed email address so I cannot access my emails to sign in?
A – You can either set up a new account for you new email address with a new username. If you want the same username as previously, contact us and we can delete your old account and you can register using your old username. 

[bookmark: _Toc129605431]Q – Where is my online reference key?
A – This is in brackets on your email next to your account number– if you have multiple accounts on the email, the reference is next to the account number for each account.

We are also adding these to paper bills which you can use to register. This can be used for up to 30 days from the date on your bill.

[bookmark: _Toc129605432]Q- Why can’t I use the username I want?
A – the system will only allow one username. If this is taken, please try another.

[bookmark: _Toc129605433]Q – I’m an agent why can’t I see my customers information?
A – Due to sensitive data within the system, especially if the customer has a Housing Benefit claim, or has moved, we cannot restrict data to only show information for the specific dwelling you are reviewing. If a customer forgets to report access is not needed for an agent, they could be sharing data when they no longer wish to. 

[bookmark: _Toc129605434]Q – If I don’t use my account will it end?
A – We are planning on deleting accounts not used in 3 years, therefore you may need to re-register after that time. We hope this keeps your data secure.

[bookmark: _Toc129605435]Q – I’ve logged into my account, where is my bill?
A – When you are logged in, under popular services you can select View your bills and recovery notices

[bookmark: _Toc129605436]Q – Ive registered to an online account but didn’t get an e-bill, why?
A – You must also register for e-billing. You can do this within your account by selection sign up for e-billing.

[bookmark: _Toc129605437]Q - Do I need to reset my direct debit each year?
A - No, this will be done automatically if you are already paying by direct debit. You can view this within your MyCouncilTax account.

[bookmark: _Toc129605438]Q – Why can’t I now see my rent account information? (City of Lincoln only)
A – Unfortunately our new system does not allow that currently, our rents department are working to get a system in place for future. You will still get your quarterly statement.

[bookmark: _Toc129605439]Q – When do I get my new year bill?
A – We generate new year bills at the start of March each year, ready for the new financial year of the 1st April.

If you have signed up before we bill, we will email you to advise to log in to see your new year detail.

[bookmark: _Toc129605440]Q – Why don’t the emails show my balance and other information.
A – We feel its best customers sign into the system to view all information on the bill to confirm your full details are correct.


