Your quick guide to

My Brolly




How to use My Brolly

My Brolly User Guide — Click on the task you want to complete today.

If you're not yet using My Brolly, please contact your Management Provider.

I want to
make a one-off
payment on
my rent

®

I want to
set up or
amend my
direct debit

®

I’'m struggling
to afford
my rent

®

If you can't find the
answer using the

most popular questions:

FAQs )

I need to reset
my My Brolly
password

®

I want to
amend
my personal
details

®

I want to make
a complaint

®

Visit
My Brolly:

Access @

I want to report
anti-social
behaviour

®

I want to
move house

®

I want to apply
to have a pet
in my home

®

To tell us about
anything else:

Raise a Query @


https://landgah.my.site.com/CustomerPortal/s/login/

Click the icons to
navigate the guide

I want to make a one-off payment
on my rent

If you're making a one-off payment or a part payment, you can
choose to make a payment in My Brolly by selecting the 'Pay Now’
button in the ‘Rents & Payment’ section.

Useful information

If your balance shows a minus figure, this reflects the amount you currently owe.

Once a payment is made, your ‘Account Balance’ will update immediately to reflect the new amount.
You're welcome to make as many one-off payments as you like throughout the month, each one

will reduce your outstanding balance. You can also choose to make an overpayment, which will

be credited toward your next month’s rent.

Top Tip! If you're using your mobile, tip the phone to landscape to make it easier to navigate.

Step 1

Rent & Payments

Account Balance Upcoming Charges

-£781.20 £880.02

Step 2

Make a Payment

The outstanding balance on your housing account is £6,582.55

Please note, as you have an active payment plan, the outstanding balance you
currently need to pay today is £0.
The next payment we are expecting from you is £2043.49 on 1 March 2025 Hover over the box to

display the pen icon,

_ | the box will turn
Please choose the amount(s) that you would like to pay today in the boxes under

yellow.

Payment Amount, and then click Next:

Click outside the box
to allow for the ‘Save
1 Housing £6,582.55 £U.Do( &’ } button to appear.

Account v | Outstanding Balance v | Payment Amount v ’
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Step 3

Make a Payment
The outstanding balance on your housing account is £273.42

Please choose the amount(s) that you would like to pay today in the boxes under

Payment Amount, and then click Next: Enter the amount

Account v | Outstanding Balance you would like to pay
1 Housing £273.42 today, click out of the
box until the ‘Save’
option appears.
M

Step 4

Make a Payment

The outstanding balance on your housing account is £273.42

Please choose the amount(s) that you would like to pay today in the boxes under

Payment Amount, and then click Next:

Once the save button
has appeared, click
‘Save’ and ‘Next’.

Account v | Outstanding Balance vf | Payment Amount v

1 Housing £273.42 £100.00

(=,
(=

Step 5

Make a Payment

Once you have made your payment, you will come back to this page.

Click the ‘Pay Here’ link

You can then click the X in the top right to close this window, refresh the page and

your account balance will be updated to 'nPUt card details and

complete the payment.

PAY HERE
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I want to set up a Direct Debit

If you would like to set up a Direct Debit in My Brolly,
you can do this in the ‘Rents & Payment’ section.

Step 1 Useful information

— Payment Method —

Direct Debits can be scheduled for any day

No Payment Method Setup of the month that best aligns with your
financial circumstances.
Add/Manage Direct Debit Once your Direct Debit is set up, payments will

be collected within a five-day window around
your chosen date. Each month, GoCardless will
send you an email confirming the due date and
the amount to be collected, helping you stay
informed and in control of your payments.

After setup, it typically takes 3—b business
days for the Direct Debit to appear on your
bank account. If you've been making manual
payments using the ‘Pay Now’ button in your
portal, please ensure your Direct Debit is fully
active before discontinuing those payments.

If you anticipate any difficulty in making your
monthly payments, please reach out to your
management provider, they're here to offer

Step 2 guidance and support.
Set up a Direct Debit

Click ‘Yes’ to begin
creating your Direct

We have not identified any active Direct Debits.

To set up a new Direct Debit, select Yes and click Submit button

Debit, then click
*Set up a Direct Debit?:\ ‘Submit’.

® No
Yes

Useful
information

Please be mindful that
if you already have a
Ste 3 Direct Debit set up on the
p account and you would
like to amend your Direct
S t D' t D b't Debit date, please ensure
€t Up a virec epl the chanae .
ge is submitted
at least / days before the
current due date. Any
changes made within 7
*Set up a Direct Debit?: days of your next payment

No will not take effect until
®) Yes the following month.

*You can specify here the day of the month on which
you want the direct debit to be collected:

We have not identified any active Direct Debits.

To set up a new Direct Debit, select Yes and click Submit button

From the drop down,
select the day of the

-
v

1st

month you would like
the Direct Debit to be
set up.
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Step 4

Set up a Direct Debit

To set up your direct debit, pleaéomplete the secure Direct Debit form) the Direct Debit
Mandate form.

Click ‘here’ to open

Upon completion, you will be returned to this screen and should click exit to finish.

Exit

Step 5
s

General

ASFORDARLE baCoi 5

O )

First name Last name Use company details

Create/Update authorisation

Complete the highlighted fields
on the form.

Email

St Wk ite At

Account name Or use IBAN

Account number Sort code

\_ %

(D More than one person is required to authorise direct debits. )— More than one person is required to authorise direct debits.

If more than one person is required to authorise Direct Debits on this
account, you will not be able to complete this form. If it's a joint account but |
you can authorise paoyments on your own, you should untick this box.

Update authorisation

If you tick the above box, please note,

you may not be able to complete this form.
Please contact your Management Provider.

Step 6

Are these details correct” q
| 1&
Account name Doug Pope el

e |

Account number 55779911

Sortcode 200000 Thank }'Oll
|
Your direct debit has been confirmed. The name on vour bank statement wall
Confirm Cancel be CUSTOMER NAME
&T‘\ > Your mandate can be viewed here. Your confirmation email will be sent
1 within 3 business days to confirm your direct debit has been set up

N/

Click ‘Confirm’ and
‘Finish’ to complete

the process.
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I want to amend my Direct Debit

If you would like to amend your Direct Debit in My Brolly,
you can do this in the ‘Rents & Payment’ section.

Step 1

— Payment Method —

No Payment Method Setup Log into Customer
Portal and select the

R

Debit button on the
@ right of the page.

Step 2

Hello, Peter!

Select Edit to view or edit your direct debit or Delete to select the direct debit you want to delete instead.

*What you want to do?
¢ Edit

A
Delete J

Select the ‘Edit’ option
and click ‘Next’.

Step 3

If you would like to
change the collections
date, use the ‘Collection
Day’ drop down field
and select the date you
would like the Direct
Debit to be taken.

Direct Debit Details

Changes to your Collection Date will take effect Next Month, however, if the Next month and the date
you have selected is within the next 7 days, the collection date will take effect from the following
Month to allow us time to make the changes with your bank

Example: If today is the 25th July, and you update your Collection Date to the 1st, your Collection Date
will not change until the 15t of September

~ ™) Once you have
PRECIDIORIL '\ | Shm D, Y| Somtchonbly: . | PmemLR v selected the correct
1 AUTH-000008405 15t v Edit date, click ‘Save’.
] o Where you would like
to change the account
e Jim from which the Direct
Useful = Debit is to be taken
information P S !
- click ‘Edit’ to update
Customers can update their the bank details.
bank details and amend 5th “
the collection date of their \. v

. . . Please Note:
Direct Debit at any time. If

they choose to change their

If you are happy with

payment date, they can select
any day between the 1st and
the 28th of the month.

the collection date,
please don’t amend the
‘Collection Day’ field.
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Step 4
o

General

AFFORDABLE eOas s

Create/Update authorisation

First name Last name Use company details
MISS W DICKENS
Email

wdickens10@icloud.com

Postcode Lookup address | Enter address manually

B28 8EQ

Account name Or use IBAN

Account number Sort code

[ More than one person is required to authorise direct debits. Update the details
in the Direct Debit
Authorisation

form with your
updated details
and click ‘Update
Authorisation’.

Your payments are protected by the direct debit DIR
guarantee Debit

Your payment will be processed by
LE&GAFFORDABLEHOMES
Read the privacy notice

338-346 Goswell Road, London, EC1V 7LQ, United

Vinndam NNON 7192 QATA halnmnnnardlace nam
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I’'m struggling to afford my rent

We understand that from time to time, our customers may struggle
with their monthly rent payments. To bring your rent arrears back up
to date, please see the following steps:

Step 1

Account Balance

Amount Account Status

-£6,582.55

\
&)
NS

In the ‘Rents &

Payment’ section, click
‘Setup Payment Plan’.

Step 2

Create or Modify Payment Plan

Please select the type of Payment Plan you would like to create or modify and then
click Mext.

"Payment Plan Type

4 F

Housing

Select the ‘Payment
Plan Type’ in the drop
down and click ‘Next..
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Step 3 Using the information

provided, select over how
many months you would

Create a new Payment Plan like to pay using the
CREATE PAYMENT PLAN drop—down 0]0)'¢
Outstanding Charges: £4220.07 (::m o the nurmilier of monihs For this \
Upcoming Cherges for this period: £0] payment Plan (more than 6 months wil
Total Balance: £422007 require further approval)

Payment Plan Tokal: £4220.07 )
Sele d

\§ J
If you would like to amend
T ¥ |t - the amount you’re paying
‘ Qe 2124 ( S ) each month, hover over
3 ! jan 2025 £703.34 the amount to turn the box
: T i yellow, type in the amount
you would like to pay, and
4 1 Mar 2025 E703.34 press Enter.
1 Apr 2025 £703.34

You will need to make sure
€ 1 May 2025 £703.37 the amounts you pay, over

the period of the Payment

Plan amount to the total
- ' )

arrears.

Once you are happy that
the amount in each month

Before clicking ‘Submit’, please make sure the monthly is affordable, click "Submit’.

iInstalment is affordable.

You can toggle with the month drop-down field and
change the amounts each month to make it affordable.

We're here if you need us!

If you would like a plan for longer than 6 months, please
contact us on My Brolly in the ‘Help & Queries’ section,
click the ‘Raise a Query’ tab and select ‘Rent & Service
Charge’ from the drop-down menu.

Step 4

Create or Modify Payment Plan

Your Payment Plan has
The Housing Payment Plan has been successfully set up and is now active. gone to your Management

Please note that any changes to charges that are due during the duration of this Provider to be set up.
Payment Plan will automatically be applied. The remaining monthly payments will Please note, your

be adjusted accordingly. Management Provider may
Details of any changes will be sent by email. still choose to decline or
edit the proposed plan.

( Provins ( S To complete, click ‘Finish’

Failure to meet the agreed payment
plan may result in eviction proceedings.
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I need to reset my My Brolly password

| am locked out of My Brolly and would like to reset my password.

Step 1 Useful

q iInformation
Léggjé%al Your My Brolly username will

always be your email address.

Usernarme If you cannot access your emails in
order to reset your password, please
— contact your Management Provider,

who will be able to assist your further.

PLEASE NOTE: If, after trying this
process, you are still experiencing
problems, please contact your
Management Provider.

Select the
‘Forgot Your
Password’ link.

Step 2

Legal &\’:

General

AFFORDABLE HOMES

Forgot Your Password

Having trouble logging in?

« Uszmames are in the form of an email address
« Passwords are case sensitive

s Sandbox Login

To reset your password, enter your Salesforce username

Type your email address
into the ‘Username’ field
( & click ‘Continue’.

=

Step 3
Legaﬁ

General

AFFORDABLE HOMES

Check Your Email

We've sent you an email with a link to finlsh resetting

your password Once on this page, an email will be
Can't find the email? Try checking your spam folder Sent to you to reset your password.
If you still can’t log in, have us resend the email or .

contact your Salesforce administrator P,ease gO tO YOUF lnbOX and fO”OW

the instructions on the email.

Return to Login
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I would like to amend my personal details

Due to a change in circumstances, | would like to update my personal details.

Useful information

If you have raised a query, your Management Provider will be in touch within 3 working days.
Dependant on the change, you may be asked to provide documentation, for example, a marriage certificate.

Help Centre

fow can we help you today?

llllllllllllllll

Existing Queries  FAQ

99 My Dashboard /
*Select Type
@ My Home
Repair
{é} Maintenance I have afaultin my home
& Rent&Payment
(@) Help & Queries ) I Keeping A Pet

I'would like to apply for permission

Do

(> Logout

Ste

Account & Profile

Make A Change In My Home

T'would like to apply to make a change to my home

About My Lease

I have a query about my lease as a shared owner

In the ‘Help & Queries’
Section on the left

Concerns About Another Person

side of the page,
select the ‘Raise a
Query’ tab.

safeguarding concern

Leaving My Home

Taking In A Lodger

I'want ro request someone else living with me whoisnota

direct family member

Buying My Home

As arenter, Twanr to check if T can purchase my home

p 2

Anything Else

Flesza fil

< L e
B i toeach wAth pou i the reed 3 days

n the details beloe 3and SoMmeosns wi

Tell Us More Sbout This Bequest

| Fvee recentty gof married and weuld like o updale my personal detais

Beewt Diarps T Colast Yo Prefierred Time To Be Contacied
Aailable Chesen
f \ Al w
a
Monday Wiednecriy
*
Toeciial
Thursday 4
Friday ¥
Hiapepry Tio B Ulgndunesfl Via Ermasly Bz Wy T Conract Yo
g - Emai v

Make a Complai

lam womed about someone, and would like to reporta

I am giving notice that I mtend to termunate my tenancy

nt

Anti-Social Behaviour

I'would like to report behaviour from neighbours which is
impacting on my quality of life

About My Rent/Service Charges

Thave a query abour my renr or service charge costs

About My Tenancy

Thavea queny about my tenancy as a rentet

Domestic Abuse

I'would like reportan issue and seek support

Mutual Exchange

I'would Like to swap my home with another tenant

Staircasing

I'would Like to increase my ownership stake

Anything Else

I'want ro raise another query whichisn't covered in the oprions

(E‘

Select ‘Anything Else’ and click ‘Next’.

shown

Complete the form,
making sure you fill
in all the boxes with
an asterisk (*) as a
minimum.

Top Tip! Place as much

detail as possible in
the free type boxes to
help us deal with the
issue as effectively as
we can for you.

Click ‘Next’ to continue.

Use the arrows to

select availability.
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Step 3

If you would like to attached any files linked to this case, please use the option below.

Upload Files
‘ X, Upload Files Ordropﬁle)

Previous ( ‘ Next

=

If you have any supporting information you would like
to attach, please either drag and drop or upload here.
Please note, if you have nothing to add, you can move

straight to the next page.

Click ‘Next’ once we have everything you would like to share.

Step 4

Thanks. Your form has been submitted and your case number is 00018315

You can review your cases by going to the Existing Queries Tab

O

You have now completed logging
your query. Please click ‘Finish’ to
return to the My Brolly homepage.
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I want to make a complaint

If you're unhappy with the standard of service or lack of action
by either L&G Affordable Homes or your Management
Provider, please follow the steps below to log a formal complaint.

Please read the ‘Useful Information” below before logging your complaint.

Useful information

If you want to raise a request such as a repair to your home, log anti-social behaviour, pet in

’

your home or chase an existing request, this can be done clicking on this link ‘Raise a Query’.

If you have already logged a complaint, please be assured that we are looking into this for you,
and it may take up to b working days before we respond.

Step 1

My Dashboard My Dashboard >

co
Qo

ol Help Centre
{g} Maintenance _
How can we help you today?
& Rent& Payment
( (D Help & Queries ) RaiseaQuery  Exisung Queries  FAQ Ch’ae a Complaint
9 Account &Profile
B Looou In the ‘Help & Queries’ section

on the left side of the page,
select ‘Make a Complaint.
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|
Step 2

Complaints

e zre somy thet you are having to compiain o us. We &ke all complaints senously 2nd you will be given 2 case officer whio will work with you to resclve any issues you
have Please fill in the form below and they will be in tauch within the next 24 hours to discuss the issue further with you

What Dioes This Relate Tad

Propsaty Condian -

“Wher Did This Happen?

4oy 2024 B

“Tell Us Maowe Abaut Wit Happemed

The propemy 1as had mould ned 0rouer 3 monin 2nd aont seent o Nave Rad & respoids of dale fram my management Sompany 10 Come and KoK inls Mis Bsue The © causing 2 el
of damprass and | Raee small chikdren whoe fesd 1o Sheep in e mam

Complete the form,
making sure you fill
Hrw C-an We Make This Right? in all the boxes with

| woLid [0 someone i ke resporsnity far the issue come and vl e propery and make a pian of 2900 of how we can permanenily avoid (b (ssue n e hane
[ *
an asterisk ( ) das a

minimum.

Top Tip! Place as much

S e detail as possible in
(‘\ Aniytims -
Monday Tuesday the free type boxes to
TE P help us deal with the
Friday 4 \ = -
issue as effectively as
\_/
R TR, we can for you.
Wes v Phane v . ‘ y .
Click ‘Next’ to continue.
Iz Ampone Else Imobred That We Should Know About? Crther Pasties Invobred
e -

Use the arrows to @
select availability. %
Step 3

If you would like to attached any files linked to this case, please use the opticn below

Upload Files

4, Upload Hles Or drop files

Click ‘Next’ once we
Previous have everything you
would like to share.

If you have any supporting information
you would like to attached, please either
drag and drop or upload here.

Please note, if you have nothing to add,
you can move straight to the next page.

Step 4

Now you have
successfully logged
your complaint

Thanks. Your form has been submitted and your case number is 00019315, You can review your cases by going 1o the Existing Oueries Tab

Please click ‘Finish’ to
return to the My Brolly
homepage.

Please wait 5 working days for a response before making further contact.
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I want to report anti-social behaviour

If you're having problems with a neighbour which you believe is
anti-social behaviour, please tell us by following the steps below:

Please note:

Useful information

If you are experiencing
threats of violence or
have had threats to
your safety or someone
else’s, you must first

report to the police
e Noise nuisance at high levels or unreasonable hours and secondly, to L&G

Reporting of anti-social behaviours is where a resident/s
inform their landlord of one of the following:

e Dog fouling, uncontrolled and noisy pets, inconsiderate or
dangerous parking and abandoned cars

e Environmental health issues such as rubbish dumping Affordable Homes.

e Vandalism and graffiti

e Drug misuse, alcohol-related nuisance and prostitution

e Hate incidents motivated by someone’s age, disability, faith,
sexual orientation or race

e Harassment, including verbal and physical abuse and threats

e Acts of violence

Legal &i IILIp Centre

General can we help you today?

llllllllllllllll

aise a Queny 1 FA MakeaC
89 My Dashboard /
*Select Type
@ My Home
Repair Anti-Social Behaviour
@ Maintenance I have afaultin my home I'would like to repor :l\m:'{uf»}l: from neighbours whichiis \
impacring on my quality of life
5; Rent & Payment
( (D) Help & Queries ) | Keeping A Pet About My Rent/Service Charges
T'would like to apply for permission I have a query about my rent or service charge costs
g Account & Profile
Make A Change In My Home About My Tenancy
Twould like 0 1pplv to make 1 ch inge (o my home Thave a query about my renancy as a renter
(> Logout From the drOp-
. down menu
About My Lease Domestic Abuse !
I have aquery about my lease as a shared owner I'would like reportan issue and seek support Se,ect ‘Anti_
‘
In the ‘Help & Soci PR
P ocial Behaviour
I v [ Concerns About Another Person Mutual Exchange
Queries’ section on g P ,
lam wormed about someone, and would ke to reporta Iwould Like to swap my home with another tenant a n d C, , Ck N eXt "
= safeguarding concern
the left side of the
page, Sse eCt daise Leaving My Home Staircasing
y Iam ZIVINg nouce that 1 mtend to termunate my enancy I'would like to increase my owner Eh.F stake
a Query..
Taking In A Lodger Anything Else
Iwantro request someone clse iMngwirtnmewnoisnora I'wanrtto raise another quernywiu chisn'tcovered inthe opuons
amrect f‘.\l‘.‘.il'l member SNown

Buying My Home

As a renter, 'wanr to check if T can purchase my home
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Anti-Social Behaviour

Sarry 1o hear that you are having an issue with anti-social behawour. To report this into us please complete the form below, including a5 much infarmation as you can Once
submitted, this will be reviewad by a case officer who will then be in touch to discuss it further
What Dioes This Relate To? *When Did This Happen

Harrassmenl ¥ ' a

Complete the form,
1Tl Us More About What Happencd making sure you fill
Cn the date provided my nelghbour (inser name) at xx address has been ool The impact of this has besen X000 "n a’, the boxes W,'th
an asterisk (*) as a
minimum.

e Top Tip! Place as

Wk ke much detail as
possible in the free
type boxes to help us
deal with the issue as

Best Days To Contact You Preferred Time To Be Contacted © effect'.ve,y aS We Can
Available Chosen
o) 1 . for you.
Monday Tuesday

b
Wednesday

Vs 4 Use the arrows to
Friday A\ select availability.
Happy To Be Updated Via Email? * Best Way To Contact You
Any Agencies Involved ¥ Please Select The Relevant Agencies ?
" Available Chosen
Probation = Palice
l.

Mental Health
Adult Sacial C... 4
Children Socia.. w

* Can'We Contact The Agency As Part Of This Report? Who s Causing The lssue?

Yes & Joe Bloggs

Have You Spoken To The Other Party? O

Mofyes
Consent To Contact Other Farty? @ * I8 It Safie To Contact You? Click ‘Next’ to
e v =Hone ) continue.

Previous } g

If you have any

If you would like to attached any files linked to this case, please use the option below.

supportin
Upload Files : oL . £
: information you would

k 2, Upload Files } Or drop files / ,,ke to attach, p,ease
either drag and drop
or upload here.

'

I Previous

Please note, if you
have nothing to add,
you can move straight
to the next page.

Click ‘Next’ once we have
everything you would like to share.

Anti-Social Behaviour

Thanks Your form has been submitted and your case number 1< 00019375 You can raview your Cases by going to the £xsl

You have completed logging

Please click ‘Finish’ to

the anti-social behaviour.

return to the My Brolly
homepage.




Click the icons to
navigate the guide

Useful information

If you would like to move out of your home, please consult your contract to understand your
notice period and terms of moving out of your property.

Step 1

: R Help Centre
Gene%l How can we help you today?

AFFORDABLE HOMES

1 Raise a Query ’Etisting Queries FAQ  Make a Complaint
00 w1y Dashboard /

oo

* Select Type
@ My Home
Repair Anti-Social Behaviour
{6} Maintenance I have a faultin my home I'would like to report behaviour from neighbours which is

impacting on my quality of life

& Rent&Payment

( (®) Help & Queries ) | Keeping A Pet About My Rent/Service Charges
T'would like to apply for permission T'have a query about my rent or service charge costs
L Account & Profile
Make A Change In My Home About My Tenancy
Twould like to applv ro make a change to my home I'have a query about my tenancy as a renter
(> Logout
About My Lease Domestic Abuse
I'have aquery about my lease as a shared owner I'would like reportan issue and seek support
1
In the ‘Help &
. y .

Q ueries’ section on Concerns About Another Person Mutual Exchange

lam worried about someone, and would like toreporta Iwould Like to swap my home with another tenant
. safeguarding concern
the left side of the t
-
’ £ R I g S
p d g e, seie Ct alise Leaving My Home Staircasing
y Iam giving notice that | intend to termunate my tenancy Iwould like to increase my ownership stake
a Query.
|

Taking In A Lodger Anything Else
I'want ro request someone else living with me whoisnota I'want to raise another query which isn't covered in the options
direct family member shown

Buying My Home

Asarenter, Twant to checkif T can purchase my home

From the drop-down menu,
select ‘Leaving My Home’ J
and click ‘Next’.
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Leaving My Home

i Complete the form,

| Tegwes Foraiad &0 A B allee (oD ily W FIEwe W | w0k s 10 recses il A1 T el OF Januany 023 making Sure you ﬁ’,
in all the boxes with
an asterisk (*) as a

Bt | Terps iz “onnrmet T Pratermad Thme To B Contacted m ,.n '.m um'

iy il )

Mandsy Top Tip! Place as much
ok detail as possible in
me the free type boxes to
s P help us deal with the

G - issue as effectively as
we can for you.

Click ‘Next’ to continue.

Use the arrows to select availability.

Leaving My Home

I you would like to attached any files linked to this case, please use the option below.

Upload Files

( 2, Upload F;’:es) Or drop files |

-

Previous m
Q@

Click ‘Next’ once we have
everything you would like
to share.

If you have any supporting information
you would like to attach, please either
drag and drop or upload here.

Please note, if you have nothing to add,
you can move straight to the next page.

Leaving My Home

Thanks Your form has been submitted and your case number is D0319332 You can réview your cases by goeng 1o the L

You have completed the steps.

Please click ‘Finish’

to return to the My Brolly
homepage.
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I want to apply to have a pet in
my home

If you would like to apply to have a pet in your home,
please follow the steps below:

Useful information

If you’re thinking about getting a pet, the first place to look is your tenancy agreement
and our pet policy, which you will find in the ‘Help & Queries’ section, under the
‘Documents’ tab.

This will outline whether you can apply to have a petin your home or not. If you are unsure or
have any further questions, please contact your Management Provider, who will be able to
assist you further.
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Thanks, Your form has been submitted and your case number is DD019378. You can review your cases by goingto the Existing Oueries Tak

You have logged your request to keep a pet in your home.
Please click ‘Finish’ to return to the My Brolly homepage.
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Raise a Query

If you would like to contact us about anything else, please follow the
steps below to ‘Raise a Query’.

Useful information

If your query is regarding reporting a new fault or defect that requires a repair, please use the digital
assistant on My Brolly who will ask you all the necessary questions and log the repair for you.
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Step 3

Raise a Quen Existing Queries FAQ  Make a Complaint

Anything Else

if you would like to attached any files linked to this case, please use the option below.

Upload Files

(.L Upload FiIesD Or drop files

Previous

Click ‘Next’ once once you’ve
uploaded the relevant files you
would like to share.

If you have any supporting information
you would like to attach, please either
drag and drop in the designated box or

upload here.

Please note, if you have nothing to add,
you can move straight to the next page.

Step 4

Raiise a Quiery Exastug Queries FAQ Make a Complamnt

Anything Else

Thanks Your form has been submitted and your case number is 00019417 You can review your cases by going to the Existing Queries Ts

.

You have completed your query.

Please click ‘Finish’ to return to
the My Brolly homepage.

Your Management Provider will be in touch within 3 working days.
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My Brolly FAQ

| need information from you

or to tell you something. | need help with my payments

I need information from you or to tell you something

Q. 1 would like a copy of my contract

A. You can contact your Management Provider for a copy of your contract. This can be done in My
Brolly by logging a query under ‘Anything Else’.

Q. | need a statement

A. You can get a copy of the statement in the ‘Accounts & Profiles’ section in the ‘Statements’ tab.
Click on the ‘Generate Account Statement’ button, add your start & end date, click ‘Next. A PDF
will show via a green box which you can access by the "View PDF’ link on screen. The statement
will show on your screen via pop up box.

Q. | have raised a fault/defect for repair via My Brolly, where can | find an update?

A. If you have told us about a property fault or defect using the My Brolly digital assistant, it has been
logged. You can find any updates in the ‘Maintenance’ section under ‘My Repair Cases’.

Q. | logged a defect or fault requiring a repair, but | have not heard anything back

A. Defects and faults that require repairs go directly to our defect partner or your Management
Provider to arrange. We assure you; they are working through your request. Please check My
Brolly for an update, as we may have added a comment to your case. If you have not heard
anything back within 7 working days, please request an update via My Brolly and ‘Raise a Query.

Q. Where can | see my repair appointment?

A. If we have scheduled a repair appointment, the details of this can be viewed in ‘My Dashboard’
in the ‘Repair Appointments’ section on My Brolly. If you can no longer make the scheduled time
or date, please contact your Management Provider or follow the guidance on the appointment
confirmation email, if provided. Please note, defect repairs appointments will not be added to
My Brolly, our partner will reach out to you via phone or email to arrange the repair.

Q. | have made a complaint but not heard anything back

A. We are sorry that you are not happy with the service that we have provided. If you have logged
a complaint with us, rest assured, our team will be working on this in the background, you don't
need to log a further complaint, we will be in touch within 5 working days.

. Who is my Management Provider?

> 0

Legal and General Affordable Homes work with a number of Management Providers.
Please click on the link to take you to the list and access their website for contact information.



https://landgah.com/management-providers
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I need help with my payments

Q. | need help affording my rent. The payment plan option in My Brolly is not suitable for my
circumstances

A. We're sorry to hear that you're experiencing difficult circumstances. If you're not in a position to
set up a 1-6-month payment plan in My Brolly, using the Rents & Payment section, please contact
your Management Provider in My Brolly using the ‘Help & Queries’ section, ‘Raise a Query’ tab
and select ‘Rent & Service Charge’ from the option drop-down box. Complete the form, attaching
any supporting documents and submit the query. Someone from your Management Provider will
be in touch within 3 working days to discuss your circumstances and provide further support.

You can also reach out to Citizens Advice and/or Shelter who will also be able to provide
guidance.

. | have been in my home for less than 3 months and have missed a rent payment

> 0

We're sorry to hear that you are struggling to pay your rent. We do want to help you as much

as we can. As you have been in your home for less than 3 months, you will need to have a
conversation with your Management Provider to discuss the options available to you. You can do
this in My Brolly under the ‘Help & Queries’ section in the ‘Raise a Query’ tab and selecting ‘Rent
& Service Charge'. Complete the form and someone will be in touch within 3 working days.

You can also reach out to Citizens Advice and/or Shelter who will also be able to provide
guidance.

. What happens if | miss a payment on my Payment Plan?

> .0

If you have chosen to bring your account arrears up to date by setting up a Payment Plan in
My Brolly it is important that you keep up to date with the agreement. If you miss a payment,
you are in breach of your plan and your Management Provider may begin eviction proceedings.
Please contact your Management Provider urgently to discuss your circumstances.

You can also reach out to Citizens Advice and/or Shelter who will also be able to provide

guidance.
Q. When will my direct debit be taken from my account?
A. You can choose to have your rent and other charges collected on any day of the month that best

suits your financial circumstances.

If your Direct Debit is currently set to the 1st of the month and you wish to make changes, please
ensure these are submitted at least /7 days before the current due date. Any changes made within
/ days of your next payment will not take effect until the following month.

. | need to make changes to my Direct Debit, how can | do this in the My Brolly Portal?

> 0

You can update these details by selecting the Add/Manage Direct Debit option on the
homepage. From there, customers can adjust the date and account information as needed.

If the changes are made at least /7 days before the payment due date, they will automatically
apply from the following month.
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