
CLIENT PORTAL GUIDE 
 
Introduction 
The Client Portal is a smart and convenient way for you and your adviser to stay in touch.  
 
The key features are: 
 
•    Safe, secure method of communicating 
•    Safe, secure method of sharing and exchanging confidential documents 
•    Ability to electronically sign certain documents to save time and travel 
•    Available via mobiles, tablets, desktop and laptop computers 
 
Getting started 
Your financial adviser will send you two emails which will give you access to the Client Portal. If you do not 
receive them, please check your spam/junk folders (and mark as ‘not spam/junk’ for future reference) 
before contacting your adviser.  
 
The first email will confirm the Username you have been given along with a hyperlink to the Portal site (a 
‘clickable’ word that will automatically take you to the right place). 
 

The second email will confirm the initial password you have been given. 
 
Please note your initial password is only valid for 48 hours. If you miss the 48-hour window or if you encounter 
any error messages, please let us know and we will be happy to generate new login details for you. 

 
Please now click on the link which takes you to the Client Portal site. 
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At the log-in page of the Portal 
 
 
 
 
 
 
 
 

 
Add your username 
 
 
 
Add your password 
 
 
 
 
Click ‘Login.’. 
 
 
 
 

 
When you log in for the first time 

 
When you log in for the first time you will be required 
to set up Two Factor Authentication (2FA). This will 
give added security by requesting two methods that 
verify your identity. The options you will see are 
determined by the email address and mobile phone 
numbers your adviser holds for you. Please choose 
your preferred method to be contacted – either a 
text message or an email and click ‘Select and 
continue’.  
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You will now receive either an email or text message 
with a verification / security code depending on the 
method chosen. Please re-key this code here and 
click ‘Authenticate and continue’ to proceed. 
 
 
 
 
 
 
Enter the code here 
 
 
 
 
 
 
 

 
The first code will successfully validate the device and a second code will be sent. Enter this code here and 
click ‘Authenticate and continue’ to proceed. 
 
Please note second and subsequent log ins will only require one validation / security code to gain access. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Enter the code here  
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Change the original password 
Next you will be required to change the original password set by your Financial Adviser to one of your 
choice. This password will be unique to you and must not be shared with anyone else. Your password must 
be at least 8 characters long and contain a character from at least three of the following four categories:  
 
•    Digit       •    Upper Case letter(s)          •    Lower case letter(s)           •    Punctuation  

 
 
 
 
 
 
 
Enter your new password 
 
 
 
 
 
 
Click ‘Confirm password’ 
 
 
 
 

You will be invited to set up two security questions. This is to allow you to reset forgotten username / 
passwords easily without the need to contact your financial adviser. 

 
Please note even if you have chosen a text message 
as your preferred Two Factor Authentication option 
above, all password reset codes are sent via an 
email. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
You are now successfully logged into the Portal. 
 

Should you encounter any issues or need further assistance please email Marie or Emma at marie.jean-
pierre@medicalfamilyfinance.co.uk or emma.ireo@medicalfamilyfinance.co.uk or telephone 020 7252 5765 
and they will be happy to help. 
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Introduction to using the Xplan Client Portal 
You will arrive at the ‘inbox’ by default (if not click on ‘Messages and Documents’ at the top of the screen) 
where you can see new messages along with any old ones that your adviser has sent to you. Please note 
that your adviser will usually send you an email to tell you that we have put a new message in your portal, so 
it is important that we have your current email address and you keep us informed of any changes. 
 
You can respond to any message by clicking ‘Reply.’ 
 
In addition to what you can see in the inbox use the other menu sections to review messages flagged as 
Important only, your sent items and messages sent by your adviser that you have been asked to digitally 
sign. 
 

To send a new secure message to your adviser including any attachment(s) click ‘Compose’. 
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Complete the ‘Subject’ and ‘Message’ boxes. Attach document(s) as desired by clicking ‘Add.’  
 
When ready to send click ‘Send a message.’ 
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Other functionality 
 

Click on ‘My Account’ to: 
  
•    change your password 
•    change your 2FA preferences (email or text message) 
•    change your security questions 
•    check your personal details 
•    update your marketing preferences 
•    view your adviser’s details 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
If you have any further questions, please contact our client services team, Marie or Emma at marie.jean-
pierre@medicalfamilyfinance.co.uk or emma.ireo@medicalfamilyfinance.co.uk or telephone 020 7252 5765 
and they will be happy to help. 
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