
MyHome
The Online portal for tenants and 
leaseholders



What is MyHome?

• MyHome is the name for Housing Management's customer portal 
for tenants and leaseholders.

• MyHome is where customers can manage information about 
themselves and also:

oview, log and chase up repairs

o request services

oview their rent or service charge account(s) and make payments 



Registration process

• To register for MyHome, visit 
https://myhome.towerhamlets.
gov.uk

• Click on the ‘Not registered? 
SIGN UP HERE’ button to 
start the process.

https://myhome.towerhamlets.gov.uk/
https://myhome.towerhamlets.gov.uk/


Setting up your email and 
password

• Enter your email and a 
password that has:
oOne upper case

oOne lower case

oOne number

oHas a minimum of 8 
characters

• Click ‘Next’ when ready.



Email verification

• An email will now be sent to the registered email to verify the 
address.



Confirm and verify email

• Once the email is 
received, the customer 
should click on ‘Verify 
me’.  This will open a 
new session requesting 
details about the 
customer and their 
account.

• NB. The link within the 
email is only valid for 
12hours and should only 
be clicked once.



About you and your account

• Enter your Rent Payment 
Reference or Service Charge 
Account Number, Name, Date 
of Birth and a Memorable 
Question and Answer.

• Click ‘Finish’ when ready.



Registration complete

• Customer will now see an 
onscreen confirmation of 
their registration.



Logging into MyHome

• To log in to MyHome, 
simply enter your email 
address and password and 
then click on ‘Log in’



Landing page

Once a customer 
signs in this is 
their landing page 
& the main menu.



My Personal Details

In this section, customers can 
update personal information.



My Contact Details

• Under Contact Details, customers 
can update their contact details. 
From contact address, email and 
contact number.

• Any information updated here will 
end previously held data.



My Login Details

• Customers can maintain their 
login details under this page by 
changing email address, 
password, and memorable 
questions and answer  

• Helpful is available: 

against each field to assist the 
customer.



My Rent Account

• In My Rent Account, customers can see a quick summary of 
their rent account.

• The ‘Actions’ button allows access to view online statements, 
payment schedules, account details and to setup a Direct Debit.



My Rent Account > 
View Statement

• On this page, 
customers can see 
all transactions on 
their account.

• Each line will also 
advise if the 
customer is ‘In 
Credit’ or ‘In 
Arrears’.



My Rent Account > 
Payment Schedule

• On this page, customers can see their current payment method 
as well as the schedule of historic and future payments.



My Rent Account >
Account Details

• On this page, customers 
see a summary of their 
account and an ‘Actions’ 
button to navigate to the 
Statements page or to 
create a Direct Debit.

• They can also see the 
breakdown of their 
account charges – using 
the radio button to see 
‘current’ or ‘all (historic)’.



My Rent Account >
Create Direct Debit

• On this page, 
customers can 
securely create a 
Direct Debit against 
their account.

• There are four 
standard date options 
only.



My Service Charge Account

• Leaseholders will be able see all lease accounts that they hold.

• Using the Actions button, they can view their invoices.

• Former leaseholders will not be able see any records in this 
region.



My Service Charge Account >
Invoices

• On this page, 
customers can see 
individual invoices 
and download a 
statement.

• To download a 
statement customers 
must first conduct a 
search by invoice 
start and end date.



My Service Charge Account > 
Invoices > View Charges

• Against each 
individual invoice, 
customers can see 
what they are being 
invoiced for, and the 
transactions against 
that invoice.

• Customers can also 
make a payment 
directly from the 
page using the ‘Make 
a Payment’ button.



My Tenancies

• Here, customers can 
view their past and 
current tenancies.

• This page also allows 
customers to notify us 
of their intent to 
terminate their tenancy.

• Guidance is provided of 
what is expected prior 
to termination.



My Repairs

• My Repairs is an online tool 
allowing customers to view 
repairs against their tenanted 
property and any associated 
administration units (Block, 
Estate, Lift, Door Entry etc).

• Using the drop-down list, a 
customer can select the desired 
record to view the relevant 
repairs.



My Repairs > Report a Repair

• To report a repair, customers should select the desired property 
or administrative unit and then click on the Report a Repairs 
button. This ensures the appropriate options are presented to 
the customer.



My Repairs > Report a Repair 
(sections)

• Customers can then 
select the appropriate 
section to report the 
repair and provide extra 
information about the 
required repair.

• Ability to raise 
appointment against that 
repair will be available 
soon.



My Repairs > Supporting 
Documents

• For each repair that has been raised, customers can upload a 
supporting image.  This helps our Housing Service Advisors, 
Contractors and Surveyors to understand the repair.



My Repairs > View Details

• For each repair raised 
customers can view details 
of that repair along with 
appointment information.

• If needed Customer can 
also chase the repair using 
the ‘Chase this Repair’ 
button.



My Repairs > View Details > Chase 
this Repair

• Customers chasing a repair can 
enter their message on screen 
along side what type of chase this 
is, i.e. no appointment etc.

• Depending on the chase type, 
information will be sent to either 
the Contractor or our Housing 
Service Advisors.

• An acknowledgment of the chaser 
is also emailed to the customer

• Once a response has been made, 
customers will be able to see this 
response here and receive  an 
email.



Contact Us

• On this page Customers 
can view up to 12 months 
of Contacts* they have 
made with Housing 
Management.

• Customers can also log a 
new request by clicking on 
the ‘Request a Service’ 
button.

*Not including repairs related.



Contact Us > Request a Service

• Once the customer clicks on ‘Request a 
Service’ they are asked to select from a list 
of options what service they need

• Each option presents a new page to collect 
the required information for their request

• Newly logged Contacts are then sent to the 
appropriate business/patch area for a 
response



Contact Us > Upload Document

• Once a Contact has been logged, customers can upload any 
supporting documents against it

• These will then be sent to the appropriate business/patch area



Contact Us - Summary

• Once a Contact is logged, it 
will appear on the Summary 
page along with when they 
should expect a response.

• Where a response has been 
provided, customers can see 
the outcome summary and 
the date actually responded.

• An email with the officer's 
response is also sent out to 
the customer.



Contact Us > Viewing Responses

• Once a response to a Request has been entered 
the customer will be able to see the response via 
‘View Response’.



My Documents

• In this region, customers can view documents they have 
submitted and documents that Housing Management have sent

• Documents are 
downloadable by the 
customer.

• An email is sent to the 
customer when new 
document(s) have been 
published online.



My Documents > Document 
Deletion

• If a document submitted by a 
customer has not been 
viewed by an Officer, then 
that document can be 
deleted by the customer.

• Once viewed, a document 
cannot then be deleted.



Links

• Throughout MyHome, there are many links to other services and 
information.  Clicking/tapping on these links opens them in a new tab.



Forgotten Username

• If a customer has forgotten the 
email or username used when 
creating their account, they 
should click on ‘Forgotten your 
username?’ link for advice

• This would usually ask for the 
customer to contact 020 7364 
5015



Forgotten password

• If the customer has forgotten 
their password, they should 
click on ‘Forgotten your 
password’ link



Confirming registered email 
address

• On the next screen, 
customers should enter 
their registered email 
address and click on ‘Reset 
Password’

• An email will now be sent to 
the registered account on 
how to reset their account 
password



Reset link

• On receipt of the email, 
customer should click on 
the ‘Reset Password’ link

oLink within the email is 
only valid for 12hours and 
should only be clicked 
once.



Answering memorable question

• Once the link opens, 
customer will be asked to 
provide their secret answer 
to their memorable question 
they had set up during the 
registration process



Resetting password

• Customer should now enter a 
new password that has:
oOne upper case

oOne lower case

oOne number

oHas a minimum of 8 characters

• Click ‘Next’ when ready

• Customer will then be 
redirected to the login page
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