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Accessing the Client Portal
This topic was last updated on April 2, 2021.
 

First Login
When a Client Portal User account has been added for you, you may receive either an e-mail or a
letter, depending on how your client portal user record was created. For example, you may receive an e-
mail similar to the one below where the Subject is "Special Message Regarding Your Online Portal
Access" and the "To set up your online account and create a password" link will be valid until the "expire
on" date.

The e-mail address has been masked in the screen shot for security reasons.
 
If you received an e-mail, follow these steps to access and login to the Client Portal for the first time:
1.     Per the e-mail instructions, click "here" to setup your Client Portal account and change your

password, which will be used to login to the Client Portal.
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An internet browser will be launched and take you to this dialog, where the logo displayed will be the
logo of the financial institution who sent you the request:

2.     Enter the Verification Code contained in the e-mail you received.
3.     Enter a password you will remember in both the New Password and Confirm Password fields. As

you begin to type in your password, which will be masked, the requirements of the password will be
displayed.

The Change Password button will enable.
4.     Click the Change Password button.

The internet browser will refresh to display the Login page. It is strongly recommended you
bookmark this page (if you have not done so already) in order to navigate to it in the future.



The Forgot Password? link will only display if the financial institution has enabled self-service
password reset functionality. Reference the Forgot Password topic for details.

5.     Enter your User Name, which is the e-mail address used to receive the e-mail. What you enter is not
case-sensitive.

6.     Enter your Password, which will be masked.
7.     Click the Login button.

If the financial institution who sent you the request has enabled Multi-Factor Authentication as an
additional level of security for your data, you must register the device.
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8.     Click the OK button.
The instructions for registering your device will be displayed, where the name and phone number of
the financial institution will be on the last two lines.



Here is an example of the e-mail you will receive:



The Identification Code will be valid for 30 minutes.
9.     Enter your User Name, which is the e-mail address used to receive the e-mail above. What you

enter is not case-sensitive.
10.  Enter your Password, which will be masked.
11.  Enter the Identification Code contained in the e-mail you received.
12.  Leave the Remember This Device? checkbox selected so the Client Portal will register your device.
13.  Click the Login button.

You will be taken into the Client Portal. Keep these two things in mind:
§           If you have an SBA Paycheck Protection Program (PPP) loan with the financial institution and you

have not started a Forgiveness application for that loan, the Loan Forgiveness Application dialog
will display:



§           Onboarding tutorials might display, depending on if the financial institution configured them to
display. Below are screen shots of each of the four tutorials you would see; click either the Skip
button to close the tutorial or the Continue button to go to the next tutorial. The tutorials will not
display again.









The buttons available on the Get Started tutorial will change based on your client portal permissions.
You will then be taken to your Home page, where the logo (at the top, left of the page) and the
copyright (at the bottom, left of the page) will reflect the logo and name of the financial institution who
sent you the request; the financial institution may have included other items in the footer of the page.
What you are allowed to do in the Client Portal depends on the security permissions configured for
your account by the financial institution. Reference the Client Portal Home Page topic for details on
the Home page.
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Subsequent Logins
To login to the Client Portal after the first login:
1.     Launch a supported internet browser and navigate to the Login page (what you should have

bookmarked in the steps above).



2.     Enter your User Name, which is the e-mail address configured with your client portal user account.
What you enter is not case-sensitive.

3.     Enter your Password.
4.     Click the Login button.

You will be taken into the Client Portal. Keep this in mind:
§           If you have an SBA Paycheck Protection Program (PPP) loan with the financial institution and you

have not started a Forgiveness application for that loan, the Loan Forgiveness Application dialog
will display:



Password Expiration
Your password will expire after a specific number of days as configured by the financial institution. Prior
to the password expiration, a password expiration warning message will begin to display as you login to
the Client Portal.

Be sure to change your password prior to its expiration. Steps to change your password may be found
in the Client Portal User Name Menu topic.

Forced Password Change
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If the financial institution you have a client portal user account needs to reset your password, you will
receive an e-mail similar to this where the link in the e-mail will be valid for 48 hours:

Names and e-mail addresses have been masked in the screen shot for security reasons.
 
1.     Per the e-mail instructions, click "here" to reset your password.
2.     Follow the steps in the First Login section above starting with Step 2.

Account Lockout
You will get locked out of the Client Portal due to the following:
§           Password expiration: You did not change your password before it expired.
§           Consecutive unsuccessful login attempts: You tried logging in with the correct E-mail but

incorrect Password so many consecutive times that your account has become locked for security
reasons.

§           Inactivity: You have not logged in to the Client Portal within a certain amount of days so your
account has become locked for security reasons.

If you are locked out due to consecutive unsuccessful login attempts, you will receive an e-mail similar
to this:



Contact the financial institution so they may unlock your account. Once they've done that, you will
receive an e-mail similar to this:

Names and e-mail addresses have been masked in the screen shot for security reasons.
 
If your account was unlocked without your password being reset, you will not need to change your
password upon your next login.



Logout
To log out of the Client Portal:
1.     In the upper, right corner of the Home page, select your name.
2.     In the options menu, select Logout.

The following dialog will be displayed in the internet browser:

Either click here or use the bookmark you saved earlier to navigate to the Login page.

Automatic Logout
If after logging in to the Client Portal, you remain idle (i.e., you do not navigate through the portal nor
use its functionality), you will be automatically logged out after the time period configured by the
financial institution's administrator.
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