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Existing User Sign In 

1. Email Address Recovery 
If you are an existing Self Service Portal user and have forgotten your email address, you 
can easily recover it by following these steps: 

• Click on the "Find Registered Email Address" button. 
• User will be guided through a series of steps to verify the identity. 
• Follow the on-screen instructions to view your email address. 

 

 

• Once clicked on Find Registered Email Address, user will be redirected to the 
Forgot Email Address screen where there will be options to view the email address 
by entering either of the below options: 

1. Username (The Username must be at least 6 characters and up to 15 
characters maximum.) 

OR 
2. Policy Number (Should contain 3 letters + 7 numbers, Example: 

ABC1234567) 
• After entering either the Username or Policy Number click on Submit button. 
• If the user does not remember their Username or Policy Number, they can reach out 

to customer support for assistance. 



 

 

• User should enter correct Username or Policy Number otherwise below error will be 
displayed. 
Error - “You have entered a Username or Policy Number that does not match our 
records. Please try again.” 

• If the user enters both the Username and Policy Number fields such that only the Policy 
Number is incorrect, and the Username is correct or vice-versa user will get the same error. 

 

 

 

 

 

 

 



 

• The user will only be prompted with their registered Email Address if they enter a 
valid Username or Policy Number or both in the correct format. 

 

• Once the user is prompted with their Email Address they can click on “Log In Now” 
button and proceed to login OR user can click on “Create New Password” button 
and proceed to create a new password. 

• If user have registered before April 5, 2025, and logging in with the Email address 
first time, user has to set a new password by clicking on "Create New Password" 
button. 

• Kindly refer to Index 2 section. to create a new password. 
• If clicked on "Log In Now", user will also have the option to set a password by 

selecting "Forgot Your Password?" on the QBE Sign In screen. Once your password 
is set, you can log in to your account. 

• Kindly refer to Index 2 section. to create a new password for "Forgot Your 
Password?" also. 

 



 

Note: When user clicks on find registered email address from homepage and while 
entering their Username or Policy Number if user clicks on “Cancel” button, they will be 
redirected to Home screen. 

 

 

  



 

Password Recovery 

2. Create New/Reset Password 
If you are an existing Self Service Portal user and have registered before April 5, 2025, and 
logging in with your Email first time, user must create a new password by following below 
steps: 

There are three ways to create a new password: 

• First, user can use the "Create New Password" button on the home screen to set 
the password directly.  

• Second, if user is on “QBE Sign In” screen they can select "Forgot Your 
Password?" to set up a new password. 

• Lastly, on the email recovery screen, user can also click on “Create New 
Password" button that allows them to set up a new password. 

User can choose any of the above options to securely update the password and access 
their account. 

  



 

2.1. Email Address Verification 

• Locate and click on the " Create New password " button on Home screen. 
• User will be guided through a series of steps to verify their identity. 
• Follow the on-screen instructions to create a new password. 

 

• User will be redirected to User Details screen where they will be asked for their 
registered Email Address. 

• Enter the Email Address for verification and click on “Send verification code”.  
A 6-digit code will be sent to the email address entered by the user. 

 

• Enter the verification code on the User Details screen within 5 minutes of receiving 
the code to their mailbox otherwise it will get expired. 



 

• After entering the verification code click on “Verify Code” button. 

 

• If the user enters the verification code after 5 minutes of receiving the code to their 
mailbox below error message will be displayed. 

 
  



 

• If the user enters an incorrect verification code below error will be displayed. 

 

• In case user didn’t receive the code or it got expired, click on “Send New Code” and 
a new code will be sent to the mentioned email. 

• After the successful verification the screen will display “E-mail address verified. You 
can continue now.” 

• If the user is not yet registered with Self Service Portal and if clicked on “Continue” 
button, then below error will be displayed “A user with the specified credential could 
not be found.”  

• So, to proceed further user should either enter the registered email address or 
complete the registration process first for the first time user login. 

 



 

• If user wants to change their Email Address what they have entered and want the 
verification code on the correct registered Email Address, click on “Change e-mail” 
button.  

Note:- This will not change your current registered email address but allows you to make 
correct any typo errors in the initial email address entered. 

 

• Click on “Continue” button to proceed with MFA. 
• For already registered user kindly refer to Index 2.2.2 section. 

 



 

2.2. Multi-Factor Authentication (MFA) 

2.2.1. First time MFA Setup 

For users MFA is mandatory for a successful seamless login to their account. 

Below are the steps need to be followed: - 

• Select the “Country Code” from the dropdown. 
• Enter the “Phone Number” in the required field. 
• The user can then choose between two options to receive the verification code i.e. 

by clicking the “Send Code” button to receive a code via SMS OR selecting the 
“Call Me” button to receive the code via an automated phone call by following the 
instructions. 

 

• Enter the verification code received via SMS or Phone call within 5 minutes of 
receiving the code otherwise it will get expired. 

• Click on “Verify Code”. 

 



 

• If the user enters a wrong verification code the below error message will be 
displayed. 

• If the user enters the verification code after 5 minutes of receiving the code same 
error message will be displayed. 

 

  



 

2.2.2. Already Registered MFA 

• If MFA has already been setup for the account, then below screen will be displayed. 
• The user can then choose between two options to receive the verification code by 

clicking the “Send Code” button to receive a code via SMS or selecting the “Call 
Me” button to receive the code via an automated phone call by following the 
instructions. 

 

• Enter the verification code received via SMS or Phone call. 
• Click on “Verify Code” and proceed to create a new password. 

 

Note: - To change the MFA phone number. Kindly contact the customer support. 



 

2.3. Creating New Password 

• After successful MFA verification user will be redirected to “Create New Password” 
screen. 

• Kindly ensure to update the new password according to the recommended 
password regulations. 

• The password must be between 14 and 50 characters. 
The password must have at least 3 of the following: 
  - a lowercase letter 
  - an uppercase letter 
  - a digit 
  - a symbol 
Example: aBc!def@123 

• After entering the new password click on “Continue” to proceed. 

 

 

 

 

 

 

 



 

• If the user takes more than 15 minutes to enter a new password, the session will 
expire, and below error message will be displayed. So, they will need to start a new 
session to create a new password. 

 

• Once the new password is set, user will be again redirected to enter their login 
credentials to access the account. 

  

 



 

New User Register 

3. First Time Registration 
If you are a new Self Service Portal user, you need to get yourself register first. 

For registration kindly follow the below series of steps: 

• Click the “Register” button on the home screen to begin the registration process. 

 

• After clicking “Register”, user will be redirected to the Registration screen. 

 



 

• On the Registration Page, fill in the required fields marked with an asterisk (*):  
• Policy Number *: Enter your registered Policy Number (Policy Number should 

contain 3 letters + 7 numbers, Example: ABC1234567) 
• First Name *: Provide your first name. 
• Last Name *: Provide your last name. 
• Property Address Zip Code *: Enter your property address zip code. 
• Email *: Enter your email address. 
• Confirm Email *: Re-enter your email to confirm it. 
• Create Your Password *: Create a secure password 

The password must be between 14 and 50 characters. 
The password must have at least 3 of the following: 
  - a lowercase letter 
  - an uppercase letter 
  - a digit 
  - a symbol 
Example: aBc!def@123 

• Confirm Password *: Re-enter your password to confirm. 

 

• Once all required fields are filled, kindly read and check the box of “I acknowledge 
that I have read and agree to the Privacy Policy and Terms & Conditions.” 

• Click the “Register” button to submit your registration. 
 



 

• User will get the confirmation of successful registration. 

 

 

 

 

 

 

 

 



 

User Sign In 

4. Login Flow 
Welcome to the Upgraded Consumer Self Service Portal. 

 

If you are a registered Self Service Portal user, you can follow the below series of steps for a 
seamless account login:- 

• Click the “Login” button on the home screen. 

 

  



 

• After clicking "Login", user will be redirected to the User Login Screen. 
• User can click on “Login” button to access their account and can view their 

registered Email Address by clicking on “Find Registered Email Address” button. 

 

• After clicking “Login” button user will be redirected to the QBE Sign-In screen. 

 

  



 

• The user will enter their registered Email Address and password and click on “Sign 
In” button. 

 

• If the user enters an Email Address that is not registered with Self Service Portal, an 
error message will appear stating “No account found with the provided email. 
Please verify or use 'Find Registered Email Address' on the Home screen to retrieve 
it.” 

• If you are a registered user in Self Service Portal and do not remember the email 
address you can refer to Index 1 section. 

 



 

• If the user enters an incorrect password, an error message will appear stating “Your 
password is incorrect. If you are registered before April 5, 2025, and logging in with 
your Email first time, please set your password by selecting the Forgot Password.”  

• To create a new password, the user can click on “Forgot your password?” and 
follow the instructions provided in Index 2 section, which will guide them through 
the process of resetting their password and gaining access to their account. This 
step is particularly important for users who have registered before April 5, 2025, and 
logging in with your Email first time.  

 

• Users will be redirected to the Multi-Factor Authentication (MFA) screen. If the 
user has already completed the MFA setup, their registered phone number will be 
displayed on the screen.  

• The user can then choose between two options to receive the verification code i.e. 
by clicking the “Send Code” button to receive a code via SMS OR selecting the 
“Call Me” button to receive the code via an automated phone call. 

• For users who have not yet completed the MFA setup, they will be guided through 
the process as outlined in section Index 2.2.1 section, where they can register a 
phone number and set up the MFA. 



 

 

• The user can then choose between two options to receive the verification code by 
clicking the “Send Code” button to receive a code via SMS or selecting the “Call 
Me” button to receive the code via an automated phone call by following the 
instructions. 

• Click on "Verify Code". 

 

  



 

• If the user enters a wrong verification code the below error message will be 
displayed. 

• If the user enters the verification code after 5 minutes of receiving the code same 
error message will be displayed. 

 

• Upon successful verification, user will be redirected to User Account Home 
Screen. 

 

 

 

 



 

 

 

 


