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Guide to the Neil Douglas Portal
This guide will explain how you can use the Neil Douglas Portal to make it easier to manage your property.
The Portal is a resource for property owners, where you can access important information about the
development your property is situated on, and the management company you are a member of as part
of your property ownership. It is delivered through specialist block management software, which is called
Resident Property Management Software.
The Portal allows you to report non-urgent maintenance problems or contact Neil Douglas with other
queries. You can also view your service charge account statement and the documents we have emailed to
you.
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At Neil Douglas we are developing our digital offering, so whether it’s opting to receive your service charge
demands by email; or reporting maintenance issues via our Portal, we are keen to meet our customers’
needs.
We are committed to improving our digital services and therefore welcome any feedback and suggestions
you may have. Please join the Portal and raise a ticket with your comments or questions.
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Getting started
To access the Neil Douglas Portal, you must be sent an invitation email. If you have not already received an
invitation email, you can request this via the ‘My Account’ page on our website.
The email you receive will look something like the text shown below.

Please follow the instructions on the invitation email
to get started.
The steps are as follows:
1. You will need to follow the link to the Resident
software sign up page
2. On this page you need to type in your email
address (which MUST match the address that you
used to receive the sign-up invitation) and then
choose your own password.
3. Your password should include at least one capital
letter and a number.
4. Alternatively, you can sign up using one of
the social media accounts listed. This is only
recommended if the same email address is linked
to the account.
5. You will be asked to accept the Resident Software
user agreement.
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The dashboard
Congratulations! You have now signed up to the Neil Douglas Portal. Below is an example of the dashboard
once you have signed in.
This will be your landing page and you will be able to get back to this page by clicking on the house
icon in the top right-hand corner. It will enable you to access the different aspects of the portal.

Click on the house
icon to return to this
dashboard
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Inbox
The inbox button will take you to your Neil Douglas inbox. Here you will be able to
view and open any messages that the team at Neil Douglas have sent you. If you
have chosen to receive your service charge demands via email they will be listed here,
together with any maintenance or management company related messages that
have been sent to you.
Below is an example of what you in box might look like.

Click on the arrow symbol
on the right-hand side of each message to open
and view the message. Below is an example of a message you might receive.
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Statement
This statement button will allow you to see your account statement. If you have more
than one property at a site management by Neil Douglas you will be given a choice
of statements to access.
IMPORTANT - your statement won’t show the transactions on your account in real time. Most of our client
accounts are reconciled monthly, so if a recent payment is not showing on your account, please contact
us to confirm receipt. You could do this by raising a ticket, please see page 7 for more information.
You can filter the statement by different categories, such as service charge and ground rent (if we collect
the ground rent for your property). You can also download the statement to a pdf, or choose to receive a
copy by email using one of the options highlighted below. Just selected the dates you want the statement
to include.
Download a pdf
statement
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An example of the downloaded statement
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Files
The files button provides you with access to useful documents about your
development and the management company that you are a member of through your
ownership of your property.
Typically, the following documents will be available
•
•
•
•
•

Latest service charge budget
Most recent AGM minutes
Most recent service charge accounts
Building insurance property owners schedule
Fire Action Notice

There may also be other useful documents such as NHBC/warranty contact information, owners’ manuals,
parking policies etc. where we have these available for your development.
You will see a list of documents, such as in the picture shown below. The documents are available for you
to download in pdf format.
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Tickets
This button takes you to our ticketing system, where you can report maintenance
issues or raise any other questions or queries you have about the management of
your development.
By clicking on the button, you will open a dialogue box where you can add details of the issue you want to
report. You can also upload photos, or files, to help us understand the problem.
By raising a ticket through the portal, the issue will automatically be allocated to the dedicated property
managers for your development. The system will also know who is reporting the problem and so you won’t
have to re-supply your contact details.

Once you have pressed the ‘create’ button at the bottom of the box, the ticket will be sent. Within a few
minutes you should receive a confirmation email confirming that the ticket has been raised. This will be
sent to the primary contact email address that we have recorded for you and will be the same address that
you use to log into the Portal.
Please check your spam folder if it looks like the confirmation hasn’t come through.
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IMPORTANT - Tickets are only monitored and responded to during our usual office hours. Urgent
issues must be reported to us by telephone.
Main office telephone number: 01296 429055
Monday - Friday: 9.00am - 5.30pm
Saturday: 9.00am - 4.30pm
Out of Hours (serious emergencies only): 01296 821855
Your ticket confirmation email will look something like this:

Once our property management team have reviewed the ticket, they will answer your query, or let you
know what is being done to address the problem. You will receive replies to the same email address, and
you will be able to reply to the property manager through the same thread until this particular ticket is
resolved.
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Switch roles
If you own property at more than one development managed by Neil Douglas, you
can use the Switch Roles button to switch between the developments.
The next phase of our Portal role out will include new sections accessible by
management company directors. If you are a director, this Switch Roles button will soon allow you to move
between property owner and director views of the portal.
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Frequently asked questions
Why haven’t I received my Portal invitation email?
If you haven’t already received an invitation to join the Neil Douglas Portal, then you can request this via the
‘My Account’ on the Neil Douglas website or by calling us on 01296 429055.
If you believe that an email invitation has already been sent because you have received a letter about it
from us, please check your junk mailbox, in case the invitation has been caught in your spam filter. If you
add the Resident software email address (no-reply@resident.uk.com) to your safe list, or address book, this
will help future messages from us to get through to your inbox.

Why isn’t a payment that I have made showing on my account statement?
If you have made a recent payment, then it may not be showing on your statement yet. We reconcile our
client accounts once a month and as part of the reconciliation process your payment will be linked to your
account.
Another reason could be that we haven’t been able to match the payment to your account with the
reference used. Please raise a ticket (instructions on page 7 of this guide) or call our service charge team on
01296 42055 (option 2) to confirm we have received your payment.

Can I pay my service charge through the portal?
Unfortunately, you are unable to pay your service charge via our Portal. The reason for this is that each of
the developments we manage has its own dedicated client account for service charge funds, which all
service charges are paid into.
Due to the nature of these accounts, where client funds are held on trust, we are unable to accept card
payments which would be a necessary part of facilitating online payments.
Our preferred payment methods are bank transfer or standing order. This is the quickest and most secure
way of paying your service charge. Details of the client account for your development are included on your
service charge demands. Please use the first line of the property address as a reference.

How can I choose to go paperless?
If you would prefer to receive your service charge demands and other important documents from us by
email, instead of through the post, you can now choose to go paperless.
As you are probably aware your landlord/management company and their agents are required, either by
the terms of the lease / transfer or by statutory rules, to serve documents on you by use of the postal
system. However, you can choose to give your consent to have them served by email instead.
To provide us with this consent we ask you to complete and sign a special email consent form, which is
available on our website at www.neildouglas.co.uk/neil-douglas-consent-form.pdf
If you would like us to send you a hard copy of the consent form, please raise a ticket (instructions on page
7 of this guide) or call our service charge team on 01296 42055 (option 2).
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