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Introduction

Definitions

This guidance provides assistance for users experiencing difficulties logging in to their DBS
online account.

DBS online account: This is your account used to access DBS online services.

Guidance

Forgotten username

This guidance is split into four sections:
1. Forgotten username
2. Forgotten password
3. ‘Account locked’ error
4. ‘Request not completed’ error

1. Visit https://disclosure.homeoffice.gov.uk.
2. Select Log in from menu headings in the top right of the screen.
3. Select Forgot username.
4. Complete and submit the Forgot username form.

5. An email will be sent to you containing your username.

Provide the email address used to register your DBS online account.



Forgotten password
1. Visit https://disclosure.homeoffice.gov.uk.
2. Select Log in from menu headings in the top right of the screen.
3. Select Forgot password.
4. Complete and submit the Forgot password form.

5. Select the requested characters from your memorable word.

6. Select a security question and provide the answer.

7. Reset the password and log in again.

Provide the username used to register your DBS online account.

The answer is case sensitive. If you have a verified phone number, you can request a one-time
passcode as an alternative to the security question.



Need help?
If you need help, please contact us on one of the following:

DBS helpline: 03000 200 190
Minicom: 03000 200 192

Please note, webchat is not in use at this time.

‘Account locked’ error

‘Request not completed’ error

1. Please wait 24 hours before trying to log in again. 

1. Please close all browser windows and retry.

This security feature is initiated when an incorrect password is used on your account multiple
times. The system will unlock your account automatically after 24 hours has elapsed.

This security feature maintains the integrity of our systems, for example, during scheduled
maintenance.


