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O1 Intfroduction

The Tenant Portal User Guide is designed to help tenants
understand how to use the Tenant Portal effectively.

This user guide outlines the following:

Step-by-step instructions

IIC]

3

It explains how to reset your password, log in for the first time, navigate and use
features such as paying rent, reporting repairs and updating details.

Troubleshooting Help

i)

Provides solutions for common issues like password reset, login errors or
accessing specific forms.

Feature Overview

AN

Oufline all available functions in the tenant portal such as rent review
submission, feedback options and resource access.

Best Practice

©

Offers tips for secure usage, such as keeping login details safe and updating
contact information regularly.

Support Information

e

Includes contact details or links for further assistance if tenants need help
beyond the guide.



02 Reset your Tenant Portal password

The Reset Password feature provides a secure and user-friendly way for you to regain access to your tenant
portal accounts. If you forget your password or suspect unauthorised access, you can start the reset process
directly from the login page by clicking on the Forgot Password tab. The system will guide you through the
identity verification, typically via email or SMS, before allowing you to create a new password that meets
security requirements. This ensures your account protection, giving you confidence in the portal’s reliability
and ease of use.

The following is a step-by-step guide on how to reset your tenant portal password.

Step 1
13119 Type into your web browser
5 www.evolvehousing.com.au
= & evolvehousing.com.au 9
7»evolve
Q/Houswe Step 2

Tap on the three lines in the top right-hand corner

13:19
Step 3
Tap on ‘Go to Tenant Portal’ from the menu g & evolvehousing.com.au
X

Need a home? N7
I'm a resident Rz
Qur community S
Partner with us e
About us R

Careers

Go to Tenant Portal

13:27
You will arrive at a screen which looks like this

S & ehgroup.service-now.com

;) evolve Step 4
In the top right-hand corner click on the three

vertical lines in the top right hand corner.




13:12 .
4 Settings Si’ep 5

© @ ehgroup.service-now.com Tap on ‘Log in’ from the menu
The below screen will load.

Show

5 Menu
gin

Knowledge Log in

My Profile

User name

Events and our community w

General Information w

Password

0

Forgot Password ?

Step 6

The below screen will load.

13113

« Settings

© @ ehgroup.service-now.com C

o @ @ Step 7a

Identify Verify Reset Type in your client ID number in the User name field.

Forgot password? You can find your client ID number on the

Tenant Portal Welcome email. If you cannot find
your client ID please call 1800 693 865 or contact
[ ] your Housing Manager.

User name >

Captcha >

Q

Step 7b

W 3 Enter the CAPTCHA code as soon on your screen

and then press the ‘Next’ button.

[ ] This will take you to the following screen

on the next page.



Step 8
Enter your email address and then press the
‘Next’ button.

The below screen will appear.

, evolve

Email/SMS
has been
sent to you
providing
instructions
to reset
your
password

Sample Password Reset email

, evolve

® 2] ®

Identify Verify Reset

Personal Data Verification - Email
Address

Email

I I
L mm ]

Step 9
You will also receive an email in your inbox to reset
your password.

Please note: If the email address is incorrect, you will
not receive the password reset email.

7 evolve

HOUSING

Hello

A password reset was requested.
Please note this link will expire in 12 hours.

Click here to reset your password using the username below.

Username:

If you did not request this password reset or reguire further
assistance, please notify contact Evolve Housing on 1800 693 865
(between 9 am to € pm on weekdays) or email

at myevolve@evolvehousing.com.au

When setting your password you will be asked to complete multifactor
authentication (MFA). Should you reguire further information on MFA
please visit our website at https.//evolvehousing.com.au/tenantportal/
or contact Evolve Housing on 1800 6393 865 (between 9 am to 6 pm
on weekdays)or email at myevolve@evolvehousing.com.au

Thank you,

Evolve Housing



Step 10

In the emaiil click on the link that says ‘Click here to reset your password’.

This will take you to the below screen.

® ©) (2]

Identify Verify Reset

Reset Password
Account is not locked

New password #

=]

Strength

& Minimum 8 characters

& Maximum 100 characters

@ At least 1 lowercase letter(s)

@ At least 1 uppercase letter(s)

® At least 1 digit(s)

@ At least 1 special character(s)

We'll also check these requirements once you
submit

« No repetitions more than 3 character(s)

« No sequence more than 3 character(s)

« No user data like first name, last name,
username, and company name

« Previous 10 passwords must not be used

Retype password

Step 12

The password is set and a message will be displayed

Step 11

Now you can create your new password.

Step 11a
Type in your new password in the ‘New password’ and
‘Retype password’ field.

Please note, for it to be a valid password, it must be:

*  Minimum 8 characters

e Atleast one lower case letter
e At least one upper case letter
e Atleast T number

e At least one special character

Step 11b

Click on ‘Reset Password’

® @ ®

Identify Verify Reset

on the screen, asking if you want this password to
be remembered as seen in the screenshot below. Password Reset Success

User name

Password

{ @
Login with 550 Forgot Password 7

Step 13
You will be taken back to the ‘Login Page’ where you can log in
using your six (6) digit username and password you created.



Verify your identity

Select one of the following methods to complete
authentication.

~ Get a verification code sent
' to anXOO000O@evolvehousing.com.au

— Get a verification code sent
o +XO000X0588

Step 14b

Step 14a
Every time you log into your tenant portal, you will be asked to
verify your identity using one of the following options:

* Using a Multi-factor Authenticator App
* Receive a verification code sent to your email account

* Receive a verification code sent to your mobile phone

The image to the left is an example of the screen that will pop-up
on your screen each time you log into your fenant portal.

Pick one option from the list you wish to receive the verification
code and press ‘continue’

Verify your identity

You will be sent a six (6) digit code via your chosen method.

Enter the code displayed on your authenticator app

6-digit verification code

Step 15a - Verification via Multi-factor Authenticator [ XXKKKK

Select this option and you will see the screen to the right.

Verify your identity

Enter the &-digit code sent to +

B-digit verification code

X0

Resend code in 21 seconds

Try other way to verify

Step 15¢ - Verification via email

Resend code in 19 seconds

Try another way to verify

Step 15b - Verification via mobile phone
Select this option and you will see the screen to the right.

Please note: Verification code for mobile phones is valid for only
5 minutes. If you don’t receive the code within 30 seconds, you
can click ‘Resend Code’, to receive another code, which will be
valid for the next 5 minutes.

Verify your identity

Enter the code sent to your
email

B-digit verification code

I HOHOOKK

Resend code in 19 seconds

Verify

Try another way to verify

Select this option and you will see the screen right.



Step 16

Once you enter the verification code your Tenant Portal home page will be displayed.

13:12

- Settings

2 4

O

n T E

ehgroup.service-now.com ¢,

evolve

My Repairs

Transparent process for property repairs
and communication between tenants
and maintenance teams.

My Feedback

Constructive feedback that contributes
to continuous improvement and better
experiences.

What's New

Stay in the loop for the latest updates,
innovations, and announcements.

My Knowledge

Access a diverse range of articles
covering various topics with valuable
knowledge and solutions across different
domains.

Step 16a
Click ‘Agree’ in the ‘Enable Analytics’ pop-up, which is for
tfracking in-app activity only.

You have successfully completed your password reset.



03 How to access the Portal

_ Step 1
13:19 ol T & Type info your web browser
. www.evolvehousing.com.au
©  @&evolvehousingcomau &

@evolve NSW Step 2

HOUSING

Tap on the three lines in the top right-hand corner

1319
Step 3
Tap on ‘Go to Tenant Portal’ from the menu g a8 evolvehousing_com_au
X

Need a home? <
I'm a resident v
Our community s
Partner with us v
About us R

Careers

Go to Tenant Portal

13:27
You will arrive at a screen which looks like this

S & ehgroup.service-now.com

;) evolve Step 4
In the top right-hand corner click on the three
vertical lines in the top right hand corner.




13:12

< Settings

S & ehgroup.service-now.com

Show

5 Menu
gin

Knowledge
My Profile

Events and our community w

General Information w

Step 6
Enter your username and password to
access the portal.

Step 6a

If you are accessing the Tenant Portal for the first

time your will need to reset/create your password.

Please follow the reset password instructions in
Chapter 01 of this Guide.

Step 5

Tap on Log in from the menu

The below screen will load.

13:12
« Settings
© @ ehgroup.service-now.com ¢

Log in

User name

Password

‘@__‘

Forgot Password ?



04 How to navigate from the Portal homepage

You can navigate to the different sections of the Portal by pressing on the menu items and seeing the different
sections available.

15:14 15:55

& ehgroup.service-now.com ¢

evolve —

° John Test

Knowledge

My Repairs

Transparent process for property repairs
and communication between tenants
and maintenance teams.

Requests w

New Requests

M k
My equests y I EEdbaC
Constructive feedback that contributes

My Repai ; =
L CLED to continuous improvement and better
experiences.

What's New
Stay in the loop for the latest updates,

innovations, and announcements.

@ My Knowledge
Alternatively, you will be able to see menu options AGeEssE diverseran et anticles

covering various topics with valuable
knowledge and solutions across different
domains.

My Profile

Events and our community w

on the homepage.

15:55 HTIR 43 |

How to get back to the homepage

To return to the homepage from anywhere in the o & ehgroup.service-now.com (?J
Portal, tap on the Evolve logo in the top left-hand

slide of the screen. —
;) evolve =




Searching the Portal
You can use the search bar to search for any key words or phrases related to items on the portal.

15:15 o 7 15:16

S & ehgroup.service-now.com S & ehgroup.service-now.com

evolve evolve
Rent Q
My Property All results for "Rent" Y

Address

E Rental Subsidy

1002 Sphinx Ave Padstow
NSW 2211 Rental Subsidy

Housing Manager
& Tenant Rent and Non-Rent
Charges on Tenant Portal

Ane Fainga
On the Tenant Portal home page in the 'My

Rent' section on the right, the tenants can
see their 'Current Rent Balance' and 'Non
Rent Owing' amounts If the tenant hasn't
paid the rent or is in arrears,

Search (minimum 3 characters) “

Article: KBO010038 - Published: 7mo ago

(= Rental Subsidy - 1002 Sphinx Ave
Padstow NSW 2211




05 View "My Profile’

Click on the menu option called ‘My Profile’ to access your profile information.

There you will be able to click on the fields and update your information.

15:17 15:17

S & ehgroup.service-now.com

evolve

0 John Test Home 2 Profile

Knowledge [ Search _ Q |

My Support Profile

Requests w

My Profile / "\-.\\

Events and our community w \

General Information w

(D Logout S

Upload Picture

Your Profile

First name
John

Middle name




15:17

Knowledge

Requests w

New Requests

My Requests

My Repairs
My Profile

Events and our community w

General Information w

(') Logout

Step 2
Follow the form questions and provide the relevant
details to raise a request and then click on submit.

Mandatory fields are marked with a red asterisk (*)

Step 1
Click on ‘Request’ from the main menu then select
‘New Requests’ from the dropdown menu.

OR: Select from ‘Popular Items’ and follow screen
instructions to access related forms for requests.

In this example we show how to lodge a complaint.

15:18

& ehgroup.service-now.com G,

evolve —

Show

Menu

Home ¥ > My Feedback ¥

Lodge a Complaint

[ Search i]

Lodge a Complaint
Lodge a Feedback

If you are not happy with the actions, services
or conduct of any of our staff members, please
let us know so we can work together to
resolve the issue and improve our services for
you.

For more information, please refer to our
Complaints Factsheet.

If you would like to nominate a third party to
submit this complaint on your behalf, please
fill in the appropriate sections below.

" Indicates required




Step 3

Once you submit a request you will be taken to the ticket tracking page, where you can see updates
regarding your request and add aftachments for the support team to see by going to ‘Attachments’ section as

shown in the screenshot below.

Number Uondated

FBO001272

Case Status

about an hour ago  New

Complaint - Test

Stage
Receipted
Case Priarity

Priority 4

Show more «

Activity Attachments

ibout an hour age

FBO001272 Created

You will get the below pop-up for confirmation.
Click on ‘Close Case’

15t mow * External Comments

Closed by customer.

Number Updated
FBO001272

Case Status

about an hourago New

Complaint - Test

Receipted
15se Priority
Priority 4

Tenant(cansumer)

Show more ~

Activity

%

Attachments

If you wish to close the complaint, because you
no longer want to lodge one or the complaint was
resolved, please click on ‘Actions’ and click on
‘Close Case’

Warning

Are you sure that you want to close this case?
Once closed, this case cannot be reopened

Cancel Close Case

There will be a pop-up message at the top
confirming that the case has been closed.
You will also be able to see it under *Activity’.



06 Report a repair

15:22

S & ehgroup.service-now.com

evolve —

Show

. Menu
Home & ConsumerService 2 Repd

Search Q I

Categories (x)

General Enquiry
My Feedback

Rent Review

Repairs

Update my Details

Step 2
Follow the form questions and provide the relevant
details to raise a request and then click on submit.

Step 1
You can also report a repair request, using the
‘Report a Repair’ or ‘Repair’ option as shown below.

© & ehgroup.service-now.com C

;) evolve =

Show

Menu

>

Home ? Repairs ?

Report a Repair

Search Q |

Report a Repair

Report a Repair

Evolve Housing is committed to maintaining a
standard of housing that ensures our resident
are comfortable in their homes; therefore
property maintenance is always high on the
agenda.

When you lodge a repair request through our
repairs form online, the request is assessed by
our team. Based on this assessment your
repair will either be classed as priority,
responsive or planned maintenance repairs.
Please review our ‘Types of repairs’ list below
before continuing.

If your repair is one of the following URGENT
repairs please do not fill this form, but call us




Step 3

Once you submit a request you will be taken

to the ticket tfracking page, where you can see
updates regarding your request and add
additional comments for the support feam to see
by including additional details under ‘Activity’
and clicking ‘send’.

15:24

& ehgroup.service-now.com G

evolve —

Show
Menu

Home » Standard Ticket

Activity Attachments

<) (7  Paragraph v A v & v

.-'/.' -.‘\-.
JT/ John Test

4h ago

CS0053824 Created



07 View our requests where there is action required by you

15:24 ul
Step 1

To view any items that require action by you, click Q E ehgroupser\”ce_now_com G
on the ‘My Request’ option from the drop-down =
menu under ‘Requests’.

X

Show
Step 2 0 John Test Menu
Then select ‘Actions Needed’ menu option in the list
to view the requests that have pending action on Knowledge
you.

Requests w

New Requests

Step 2a

Click on the case number to open and review the My Requests

request. My Repairs
My Profile

Events and our community v

General Information w
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08 How to add an attachment to a request

When submitting a request, you will see the

attachments logo (which looks like this). @ 15:25

S & ehgroup.service-now.com
Step 1
After clicking on the Add attachment link, you will evolve —

get a pop up for the file selection menu screen.

Home 2 Standard Ticket

Step 2
Select the files you want to add as attachments Repa]r - Dripping
and upload. taps

Asset

1002 Sphinx Ave Padstow NSW 2211

Tenant

John Test

Activity Attachments

%
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09 Complete a survey

Once your request has been resolved, you will be
prompted to complete a survey. 15:26 ol T e

S & ehgroup.service-now.com

Step 1
Click on ‘My Assessments and Surveys’ ;) evolve —
on the homepage

and your issues resolved promptly,
offering reliable help at your fingertips.

Update My Details

0 Keep your profile up-to-date effortlessly,

guaranteeing seamless communication
and smooth transactions across the
platform.

My Assessments and Surveys

No assessments or surveys for you at the

;) evolve —
moment
Home 2 My Surveys
Tenant Service Satisfaction Survey
Tenant Service Satisfaction Step 2
Survey Click on the Survey link and then ‘Get Started’
Survey is in reference to CS0008670 button to begin the survey and follow the
General Enquiry - General instructions fo complete the survey.

Get Started
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10 Apply for rent review

15:27

Step 1

& ehgroup-service_now_com On the Home Page, there is a ‘My Rent’ box on the
right-hand side.

evolve Click on the ‘Apply for Rent Review’ button.

My Rent

Current Rent Balance

- )

$0

\

15:28
Non Rent Owing

S @ ehgroup.service-now.com C

$0

\

;) evolve

Future Rent

$0 Home & =+ » RentReview 2

Rental Subsidy
Date Future Rent is Applied { — Q I

|

Apply for Rent Review

Rental Subsidy

Rental Subsidy

—

Please complete this form at the start of your
tenancy and during all income Reviews / Rent
Assessments.

Make a Payment
For information or assistance please call

1800myevolve (1800 693 865) Yam - 5pm,
Monday to Friday.

Step 2 " Indicates required

Fill out the required information and attach =

your supporting documents and click the Tenant

‘Submit’ button at the end of the page. ‘ John Test =
Property

i 1002 Sphinx Ave Padstow NSW 2211 v




Step 3
A Rental Subsidy ticket is created, where you can
frack updates, add further details, attachments etc.

Rental Subsidy -

{ & Prority
Priority 4

nt

Activity Attachments

© ¢? Paragraph

RRO002279 Created

23
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11 View knowledge arficles

Step 1

Click on the menu opftion called ‘Knowledge’ to
access a diverse range of articles covering several
topics.

15:36

S & ehgroup.service-nowcom ¢

evolve —

Show
Menu
Home » Knowledge » Knowledge Searc

Rent Q \ Y

3 Results

Sortby | Relevance

& Article

Tenant Rent and Non-Rent Charges on Tenant Por
tal

External | Tenant Portal
On the Tenant Portal home page in the 'My Rent' section
on the right, the tenants can see their 'Current Rent...

e 205Views » 7moago e %%k koY

& Article

Tenant Portal User Guide

External | Tenant Portal

e 18Views o Smoago ® WHWW W
& Tenant-Portal-User-Guide.pdf R

8 Article

Tenant Portal FAQ
External | FAO

15:29

o John Test

Requests w

My Profile

Events and our community w

General Information w

(D Logout

Step 2
You can select from the list of knowledge articles
those that you wish to view in detail.



Notes









Contact us today
Community Engagement team '9 eVOIVe
HOUSING

e: community@evolvehousing.com.au

Thriving
communities
for all people




