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Help 

 

1. Getting registered 

2. Logging into the investment portal for the first time 

3. Setting up your linked bank account 

4. Experiencing problems with logging on or using the site? 

5. KIIDs, SIDs and Factsheets 

6. I need financial advice. Who should I ask? 

7. I am new to the investment portal. Do you have a user guide to help me navigate around the site? 

8. How do I know your site is secure? 

9. Will I be charged for using my investment portal account to place a deal, view my investments, or even close 

my account? 

10. I have registered online but have not received the confirmation email. 

11. Is it possible to receive my one-time password by email? 

12. I have received my one-time password but it does not work. 

13. I have registered for the investment portal but moved address before receiving my one-time password. How 

can I retrieve these details? 

14. I have lost my investment portal login information. What do I need to do? 

15. I have received an error message saying my account is locked. What do I need to do? 

16. How can I make changes to my personal information in the investment portal? 

17. Can I update my bank details online? 

18. I wish to invest via the investment portal. How can I pay for my investment? 

19. I am not able to view or open a document in my investment portal. 

20. I am trying to view details of my original investment and/or historic documents but cannot seem to find these. 

21. I have received a message stating my investment portal account has reduced functionality because you 

have been unable to verify my bank account. Why is this, and how can I solve it? 

22. I have received a letter with my investment portal password. However, the password you have provided is 

illegible. Please advise. 

23. Are there any age restrictions for investing via the investment portal? 

24. I would like to set up a Junior Individual Savings Account (“JISA”). Is this available via the investment portal? 

25. The investment portal appears to be down for maintenance. Can I still make an investment? 

26. The investment portal asks me for my client reference. However, I cannot recall where to find it. Where can I 

find this? 

27. While attempting to invest, I have received a message saying my browser is not compatible. What should I 

do? Which browsers are supported? 

28. I have received a message saying my username is already in use. What should I do? 

29. I am an existing investor registering for the online portal and have forgotten my PIN but have not yet 

successfully logged into my investment portal account. When I click “Forgot PIN”, I am asked for my secure 

questions, but I have not yet created any. What should I do? 

30. When trying to make a lump sum investment via TrueLayer, I cannot find my bank in the list of options – it 

does not appear to be currently supported. What should I do? 

31. What is a nominated bank account? 

32. What is “Settlement”? How does it affect withdrawals? 

33. Where can I find the Fund Factsheet and Key Investor Information Document (KIID)? 

34. Can I make Fund Transfers via the online investment portal? 

35. How often will I receive a valuation statement and tax voucher? 

36. Why hasn’t my dividend been credited to my account yet and where can I find information regarding dividend 

payment dates? 
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37. Why does the accumulation unit have a higher price than the income unit? 

38. What is a SEDOL or ISIN Number? 

39. Can I change my Username? 

40. How do I update my email address? 

41. I am asked if I want to receive marketing literature. What does this mean, and can I change my preference 

for this? 

42. Can I deal in currencies other than Sterling within my online investment account? 

43. Can I apply for a joint account, or an account for a child via the online investment portal? 

44. How do I update my National Insurance Number? 

45. If I want to deal at today’s price, when do I have to place the deal by and how do I know what price I will get? 

46. How do I amend my regular investment? 

47. Can I change my collection date for regular investing? 

48. Where can I find a contract note for a transaction? 

49. What is the difference between income and accumulation units? 

50. How can I keep my passwords safe? 

51. What costs should I be aware of when investing in a Fund and where do I find this information? 

52. Can I still invest in my online portal account if I move my residency abroad? 

53. Where can I find the Fund’s Annual Report and Accounts? 

54. When I open an account by post or telephone, how do I get online access? 

55. Why are my login details displaying incorrectly / entering automatically? 

56. Can I withdraw my money at any time? 

57. I have recently added/changed my nominated bank account. Why are there transaction restrictions with my 

account? 

58. What is the minimum lump sum investment I can make on the online investment portal? 

59. What is the maximum lump sum investment I can make on the online investment portal? 

60. What is the minimum regular savings plan I can make on the online investment portal? 

61. How do I change my online password and/or PIN? 

62. How long do Fund orders take to process? 

63. I have successfully made a transaction via the online investment portal. However, I cannot see the 

investment in either my account summary or transaction history? 

64. Can I choose how I receive my statements and other documents? 

65. I have a joint account. Are there any restrictions on what I can do within the online portal? 

 

1. Getting registered – Existing Investor 

If you have invested through T. Bailey Fund Services previously and hold a Client Reference / Account number 
with us (e.g. 00004444), you will need to have the following information to hand to register for the investment 
portal: 

• Client Reference Number 

• First Name 

• Last Name 

• Date of Birth 

• Post Code 

 
Getting registered – New Investor 

If you are a new investor and have never been allocated a Client Reference / Account number with us, you will 
need to have the following additional information to hand to register for the investment portal: 

• Address 

• National Insurance Number 

• Contact Details 
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• Bank Account Details (for redemptions and regular savings plans) 

 

During the registration process, you are required to accept the Terms of Use, Privacy and Cookies policies to 
complete registration. These may be updated in the future and you will be prompted to accept subsequent 
amendments to continue using this service. The most up to date policy document can be found at the bottom of 
each page. 

Back to Top  

2. Logging into the investment portal for the first time – Existing Investor 

If you have registered for the investment portal as an existing investor, we will send you a letter which will include 
your one-time secure password. You will then need to log on to the investment portal using the Username and 
PIN you set up at the registration stage. You will be prompted to change your password to something more 
memorable, as well as set up your security questions. There will be instructions on screen to explain how to do 
this. Please note, for security reasons, the Username and PIN recovery features are locked until you have 
successfully logged into your account for the first time and set-up your security questions. Should you have 
issues logging into your account before successful log-in, please Contact Us. 

Back to Top 

3. Setting up your linked bank account 

Once you have logged in for the first time, we will ask you to link your bank account to your investments. We will 
verify your bank account during this process. You will need to input your Account Holder Name, Sort Code, and 
Account Number. We will then verify these bank details using an industry-recognised external provider, to ensure 
these details belong to you and to help prevent fraud. If we are unable to verify these details, there will be 
instructions on the screen to explain what you should do next to verify your bank account details. 

NB: As part of our security validation checks, the system will check that your surname, as registered for the 
investment portal, corresponds to the Account Holder Name on your bank account. Should this not be the case, 
i.e. your account does not have your surname in it, this will fail verification and you will have to contact us and 
one of our customer services team will be able to assist you . 

Once we have successfully linked your bank account, future proceeds from any redemption or income proceeds 
will be paid to this verified account.  
 

Back to Top 

4. Experiencing problems with logging on or using the site? 

If you experience issues when trying to register, log on for the first time, or for any other assistance using the site, 
please refer to the help topics listed on this page and if you cannot find a solution, please contact us. 

Back to Top 

5. KIIDs, SIDs and Factsheets 

Key Investor Information Documents are supplied online and you must acknowledge and accept their content to 
continue your application to invest. Additional information, such as the Supplementary Information Document and 
Fund factsheet, is also supplied where available. 

Back to Top 

6. I need financial advice. Who should I ask? 

The investment portal is a non-advised service. We are not able to offer you advice on the suitability of our 
investment products. 

Should you wish to contact a financial adviser please visit http://www.unbiased.co.uk/find-an-independent-
financial-adviser. 

https://tbamretail.tbaileyfs.co.uk/contentPage/TermsAndConditions
http://www.tbaileyfs.co.uk/privacy-policy
https://tbamretail.tbaileyfs.co.uk/contentPage/CookiePolicy
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
http://www.unbiased.co.uk/find-an-independent-financial-adviser
http://www.unbiased.co.uk/find-an-independent-financial-adviser
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Back to Top 

7. I am new to the investment portal. Do you have a user guide I can use to help me navigate 
around the site? 

Please refer to Questions 1 & 2 on this page (‘Getting Registered’ and ‘Logging into the Investment Portal for the 
first time’) for guidance on how to register. 

Back to Top 

8. How do I know your site is secure? 

As a regulated Financial Services company, we are required to ensure a number of security processes are in 
place to protect our investors’ information against cyber risk. We use industry level security to ensure your 
information is safe. 

Back to Top 

9. Will I be charged for using my investment portal account to place a deal, view my investments or 
even close my account? 

No, there are no charges for using the investment portal and there are no exit fees should you wish to close your 
investment portal account. Please note that charges and conditions levied by the individual Funds you invest in 
will still apply. Please refer to Question 51 below, as well as the relevant Fund documents, for more information 
on Fund related charges. 

Back to Top 

10. I have registered online but have not received the confirmation email.  

The confirmation email will have been sent to your registered email address from noreply@tbaileyfs.co.uk. This 
may have been directed to your junk folder according to your email settings. If this is the case, please add our 
email address to your “trusted senders” list. If you are still experiencing problems with receiving emails, 
please contact us. 

Back to Top 

11. Is it possible to receive my one-time password by email?    

No. We will send your one-time password via post to your registered address for security reasons, in order to 
protect you and your investment. 

Back to Top 

12. I have received my one-time password, but it does not work. 

The password is case sensitive. Please check you are using the correct upper case, lower case and symbol 
characters. Please also check your username (it is unlikely to be your email address). This will be a memorable 
word containing between 6 and 10 characters. If you have done this and are still unable to log in, please contact 
us. 

Back to Top 

13. I have registered for the investment portal but moved address before receiving my one-time 
password.  How can I retrieve these details? 

Your one-time password will have been sent to the address details we held for you at the time you registered. If 
you have since moved and are unable to retrieve this from your previous address, please contact us. 

Back to Top 

14. I have lost my investment portal login information. What do I need to do? 

https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
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Please access the investment portal homepage then follow the links under Forgot Username, Password or PIN. 
There will be prompts on the screen to assist you in retrieving this information. However, if you experience any 
issues please contact us. Please note: If you are an existing investor registering for the investment portal, if you 
have forgotten your username or PIN prior to entering the unique one-time password sent to you by post, you will 
need to contact us to gain access to your account. 

Back to Top 
 

15. I have received an error message saying my account is locked. What do I need to do? 

If you believe your account has been locked - for example: after several unsuccessful login attempts -  
please contact us. 

Back to Top 

16. How can I make changes to my personal information in the investment portal? 

You can update your email address, postal address and marketing preferences through the investment portal. 
Just follow the links under ‘My Profile’ to ‘My Details’ and there will be prompts on the screen to guide you 
through the process. If you wish to change your address to one outside of the UK, please contact us. 

Back to Top 

17. Can I update my bank details online? 

For security reasons, if you wish to change the bank account details we hold for you, the new details must be 
communicated to us via the secure messaging service within the investment portal. Upon receipt of your secure 
message, we will validate your bank details and, upon successful validation, we will update our systems and 
send a confirmation to you.. If we cannot verify your details, please follow the instructions given in Question 21 
below. 

Please note: Any “in-flight” (pending) transactions that are instructed before we have been able to successfully 
verify your new bank details and update our systems will be linked to the bank account that was on our system at 
the time the transaction was executed.   

Back to Top 

18. I wish to invest via the investment portal. How can I pay for my investment? 

If you are investing by setting up a regular savings plan (RSP), you can pay for investments placed via the 
investment portal using your linked bank account.  If you are investing a lump sum amount, your payment will be 
securely processed via our Open Banking payments solution, TrueLayer.  

Back to Top 

19. I am not able to view or open a document in my investment portal. 

To view any of the documents available within the investment portal, you will need to have Adobe Acrobat 
Reader installed on your desktop, laptop or other mobile device. If you have downloaded Adobe Acrobat Reader 
and are still experiencing issues, please contact us. 

Back to Top 

20. I am trying to view details of my original investment and/or historic documents but cannot seem 
to find these. 

Only transactions made since 1st January 2018 are available to view online in your investment portal account. 
This also applies to any associated documents such as contract notes and statements. If you cannot find a 
particular detail relating to your account within your online portal account, please contact us and one of our 
customer services team will be able to assist you. 

 

https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
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Back to Top 

21. I have received a message stating my investment portal account has reduced functionality 
because you have been unable to verify my bank account. Why is this, and how can I solve it? 

To ensure that your investments are secure, and help prevent fraud, we use an industry-recognised external 
party to verify that your bank details belong to you at the time you register. If this verification procedure fails, we 
will need you to send us evidence of your bank account.  

Details of the required evidence along with any supplementary information that we need can be found by clicking 

on the link to this bank verification form. Please print this out and provide the requested details. Please then post 

this to the address provided at the bottom of the form. If you do not have access to a printer, please include all 
details requested on the form on a separate piece of paper by hand and post to us as above, with the rest of the 
requested evidence. 

Back to Top 

22. I have received a letter with my investment portal password. However, the password you have 
provided is illegible. Please advise. 

The one-time password is valid for only 30 days before it expires. If you are attempting to use this after 30 days, 

please contact us. Please note you will never be asked by a member of our staff to disclose your password. 

As the password is digitally and randomly generated, some of the characters can occasionally be difficult to 

interpret. If you experience any difficulty with reading your password, please contact us. 

 

23. Are there any age restrictions for investing via the investment portal? 

Yes, investors can only use the portal if they are 18 years of age or over. 

Back to Top 

24. I would like to set up a Junior Individual Savings Account (“JISA”). Is this available via the 
investment portal? 

No, it is not currently possible to invest in a JISA via the investment portal. If you wish to do so, please contact us 
and one of our customer services team will be able to assist you. 

Back to Top 

25. The investment portal appears to be down for maintenance. Can I still make an investment? 

On occasions, access to the portal will be restricted for the purposes of routine and ad hoc maintenance. Unless 
this “downtime” is unforeseen and the result of emergency maintenance, we will usually issue a notification to 
advise of occasions when the investment portal will not be accessible. Should you need to make an investment, 
or get access to any details relating to your account during this period, please contact us and one of our 
customer services team will be able to assist you. 

Back to Top 

26. The investment portal asks me for my “Client Reference”. However, I cannot recall where to find 
it.  Where can I find this? 

Your “Client Reference” (historically labelled “Account Number”) is an 8 digit number (e.g. 00001234) which can 
be found on most written correspondence sent to you via post including welcome letters, tax vouchers, contract 
notes, and investor statements. If you do not have any of these readily available, please contact us and one of 
our customer services team will be able to assist you. 

Back to Top 
 
 
 
 

https://staging.tbaileyfs.co.uk/files/Documents/WebDocs/BankVerificationForm.pdf
https://staging.tbaileyfs.co.uk/files/Documents/WebDocs/BankVerificationForm.pdf
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
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27. While attempting to invest a lump sum, I have received a message saying my browser is not 
compatible. What should I do? Which browsers are supported? 

For security and enhancement purposes, our payment provider (TrueLayer) does not support some legacy 
browsers including Internet Explorer. For new investors setting up an account for the first time, details on browser 
compatibility is provided on the initial “Before you invest” page above the Terms and Conditions section. For 
existing investors, you will be notified about your browser compatibility if you attempt to make a transaction within 
your portal with a browser which is not supported. In both scenarios, you should repeat the process you were 
initiating in another browser. A list of compatible browsers can be found here on the TrueLayer support page. 
Should you have any issues or queries, please contact us and one of our customer services team will be able to 
assist you. 

Back to Top 
 

28. I have received a message saying my username is already in use. What should I do? 

There are two potential scenarios which might cause a user to receive a message saying their username is 
already in use. The first potential cause when creating a new account or registering an existing account is that 
your session has, for some reason, been interrupted or that you have stopped part way through setting up the 
account. An example of this could be closing the browser or your session timing out due to inactivity after a 
certain period. Each time a user starts a session, a temporary cache of their data is stored. This is done to 
prevent a scenario where two people accidentally input the same username in the same session. This data is 
then stored in the system for up to one hour before it is cleared, and that username becomes available again. In 
the scenario above, the user should therefore wait one hour and then they will be able to input that username 
again and continue their registration.  

If you receive this message and your session has not been interrupted or stopped part way through the process, 
as described above, it could be that that particular username has already been taken by another user and you 
should try using a different username. 

If the two solutions above do not resolve your issue, please contact us and one of our customer services team 
will be able to assist you. 

Back to Top 

29. I am an existing investor registering for the online portal and have forgotten my PIN but have not 
yet successfully logged into my investment portal account. When I click “Forgot PIN”, I am 
asked for my secure questions, but I haven’t yet created any.  What should I do? 

As part of our ongoing security and identify verification measures, if you are an existing investor registering for 
the online portal for the first time and misplace your PIN before you have logged in and set your security 
questions, you will have to contact us and one of our customer services team will be able to assist you. Once you 
have logged in and set your security questions, you will then be able to change your PIN as required via the 
“Forgot PIN” link. 

Back to Top 

30. When trying to invest a lump sum, my bank does not appear to be supported by the payment 
provider (TrueLayer) in the list of options. What should I do?  

TrueLayer is one of the fastest growing Open Banking payment providers and most UK bank accounts are linked 
to its service and are able to make payments via the TrueLayer payment application. However, if your bank is not 
supported and you are unable to create your account and invest (new investors), or complete your transaction 
(existing investors), you should contact us and one of our customer services team will be able to assist you.  

Back to Top 
 
 
 
 
 
 
 

https://truelayer.zendesk.com/hc/en-us/articles/360023783554-Browsers-supported-by-TrueLayer
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
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31. What is a nominated bank account?  

This is the bank account into which redemption proceeds and/or dividend income are paid. You can only have 
one nominated bank account. 

Back to Top 

32. What is “Settlement”? How does it affect withdrawals?  

When placing a purchase (subscription) deal via the online investment portal, settlement is instant. When placing 
a sell (redemption) deal, settlement is on a T+4 basis where T is the trade day. 

Back to Top 

33. Where can I find the Fund Factsheet and Key Investor Information Document (KIID)?  

For new investors, this information can be found at the point of selecting the Fund in which to want to invest. For 
existing investors who have access to their online account, these can be found via either the “Funds” Tab or by 
viewing your Fund Holdings. 

Back to Top 

34. Can I make Fund Transfers via the online investment portal? 

It is not currently possible to make Fund transfers via the online investment portal. If you wish to do so, please 
contact us and one of our customer services team will be able to assist you. 

Back to Top 

35. How often will I receive a valuation statement and tax voucher? 

Investors will be sent statements every six months, in accordance with the dates set out in the Fund’s 
prospectus. These dates can be found in your investment portal account via the “Funds” tab, selecting the “Fund 
Details” icon next to the relevant Fund and navigating to the “Documentation” tab. Tax vouchers are issued at the 
point of each distribution (again, in accordance with the dates set out in the Fund’s prospectus). Tax vouchers 
are not sent out for zero distributions. 

Back to Top 

36. Why hasn’t my dividend been credited to my account yet and where can I find information 
regarding dividend payment dates? 

The information regarding the dividend distribution date for a particular Fund can be found in the relevant Fund’s 
prospectus. This is located in your investment portal account via the “Funds” tab, selecting the “Fund Details” 
icon next to the relevant Fund, and navigating to the “Documentation” tab. Historic distributions can also be found 
within your investment portal account by navigating to the “Funds” Fund Details” icon alongside your chosen” 
share class, and navigating to the “Distributions” tab within the “Fund Details” page. If you require any additional 
support, please contact us and one of our customer services team will be able to assist you. 

Back to Top 

37. Why does the accumulation unit have a higher price than the income unit? 

Where a Fund offers a choice between income and accumulation units, you will often see that the price of the 
accumulation units is higher. This is because any income received from the underlying holdings will be retained 
within the Fund, where it is ‘rolled up’ over time and reflected in the value of the units on a daily basis. In contrast, 
income units are structured to pay out any dividends/distributions to the unit holders, whether on an annual, bi-
annual or quarterly basis. It is therefore common to see the difference in the price of the income and 
accumulation units diverge over time. 

Back to Top 
 
 

https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
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38. What is a SEDOL or ISIN Number? 

ISIN and SEDOL numbers are codes used to uniquely identify investments. 

SEDOL is the Stock Exchange Daily Official List and identifies a security and the market on which it is listed.  An 
ISIN is a security’s International Securities Identification Number.  

Back to Top 

39. Can I change my Username? 

Unfortunately, you are not able to change your username. However, if you are concerned about the security of 
your account, please contact us and one of our customer services team will be able to assist you. 

Back to Top 
 
 

40. How do I update my email address? 

To update your email address, log in to your account, select “My Details” from the “My Profile” tab at the top, and 
select “Update My Details”. 

Back to Top 

41. I am asked if I want to receive marketing literature. What does this mean, and can I change my 
preference for this? 

From time to time, you may receive newsletters and other information from your Fund’s investment manager.  
These publications are designed to keep you updated on your investment and are not considered by us to be 
marketing literature.  In this context, marketing literature is limited to other products and services that may be 
provided by your Fund’s manager and you may choose to opt in and out of receiving such publications and 
literature at any time. If you do wish to change your preferences, this can be done within your investment portal 
via the “My Profile” tab and updating your preference within the “My Details” section. 

We take your privacy very seriously and will only share your personal information with trusted third parties (for 
example:  your Fund’s manager) that are themselves subject to appropriate measures to protect your personal 
information. You are encouraged to read our Privacy Policy which contains details and important information 
about how your personal data is processed by us.  

Back to Top 

42. Can I deal in currencies other than Sterling within my online investment account? 

No, it is not currently possible to invest in currencies other than GBP Pound Sterling (£) on the online investment 
portal.  

Back to Top 

43. Can I apply for a joint account, or an account for a child via the online investment portal? 

It is not possible to setup a joint account or account on behalf of another user (for example: a child) on the online 
portal. Each individual investor should set up an account in their own name which will be validated against their 
own personal details. If you need support with this, please contact us and one of our customer services team will 
be able to assist you.  

Back to Top 
 
 
 
 
 
 

https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
https://tbamretail.tbaileyfs.co.uk/contentPage/ContactUs
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44. How do I update my National Insurance Number? 

It is not possible to change your National Insurance Number via your online portal account. Should you need to 
do so, please contact us and one of our customer services team will be able to assist you. 

 Back to Top 

45. If I want to deal at today’s price, when do I have to place the deal by and how do I know what 
price I will get? 

To deal at today’s valuation point, the deal must be placed before the dealing cut-off of 12 noon. When you place 
a deal, it will be traded at the next available valuation point, so if you miss the current day’s cut-off, it will price at 
noon the next business day. This means that you will not know the exact price that you will buy or sell at when 
you place the deal. Should you have any queries or require additional assistance, please contact us and one of 
our customer services team will be able to assist you. 

 Back to Top 

46. How do I amend my regular investment? 

If you wish to amend your regular investments, navigate to the “Dealing” tab within your online investment portal 
account and select “RSP” amend. 

 Back to Top 

47. Can I change my collection date for regular investing? 

It is not currently possible to amend the collection date for regular investments by Direct Debit. The regular Direct 
Debit collection date will depend on which Fund you are investing in. 

 Back to Top 

48. Where can I find a contract note for a transaction? 

Contract notes, along with statements and tax vouchers, can be found in the “Documents” tab within your online 
investment portal.  

Back to Top 

49. What is the difference between income and accumulation units? 

The type of unit you hold determines how any income generated from the Fund's underlying investments is 
treated. With income units, income is paid out to unit holders as cash. This could provide the investor with an 
income stream, or the cash could be reinvested to buy additional units. With accumulation units, income is 
retained within the Fund and reinvested. Generally, for investors who wish to reinvest income, accumulation units 
offer a more convenient and cost-effective way of doing so. 

If you are unsure which type of unit is the most suitable for you, you may wish to contact a financial adviser who 
can offer advice on the suitability of our investment products. If you wish to contact a financial adviser please 
visit http://www.unbiased.co.uk/find-an-independent-financial-adviser. 

Back to Top 

50. How can I keep my passwords safe? 

It is not advisable to write your passwords down. However, if you have trouble remembering your password, write 
down a cryptic clue that only you would know the answer to.  
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51. What costs should I be aware of when investing in a Fund and where do I find this information? 

There is no charge for using the online investment portal itself. However, before purchasing units in a Fund, you 
should be aware of any initial charge of the Fund and the annual Ongoing Charges Figure (OCF). Information on 
these two charges can be found in the “Funds” tab at the top of your online investment portal. You should also be 
aware that certain Funds will have a spread between the sell and buy price and certain Funds may charge a 
dilution levy. Please refer to the factsheet of your chosen Fund for more information. 

Back to Top 

52. Can I still invest in my online portal account if I move my residency abroad? 

To be eligible to open an investment account on our portal, you must be a UK resident with a National Insurance 
Number. If you have previously satisfied these requirements and have an existing account, you will be able to 
access your online investment portal account if you move your residency abroad. If you have any issues with 
managing or accessing your account, please contact us and one of our customer services team will be able to 
assist you. 

Back to Top 

53. Where can I find the Fund’s Annual Report and Accounts? 

Annual Reports and Accounts can be found under the “Funds” section on the T. Bailey Fund Services website. 

Back to Top 

54. When I open an account by post or telephone, how do I get online access? 

As soon as you have a Client Reference number, you can register for an online account by following the link for 
existing investor registration located on the main “Investor Login” screen. If you need further assistance, please 
contact us and one of our customer services team will be able to assist you. 

Back to Top 

55. Why are my login details displaying incorrectly / entering automatically? 

This could be the result of your web browser having a setting called 'Autocomplete' or 'Autofill' enabled. This is 
where the web browser saves your login details or card details for websites to either simplify or speed up a login 
procedure or payment. 
For security reasons this is something that we would not usually advise having enabled and our website will try to 
prevent this from being used. It is possible to disable this feature within your browser's settings. For example, to 
do this on Google Chrome, navigate to 'Settings' then 'Show advanced settings'. Under 'Passwords and forms' 
ensure that both boxes are unselected. 

Back to Top 

56. Can I withdraw my money at any time? 

Yes. Redemption instructions can be placed at any time and will be executed at the next available valuation point 
with a settlement of T+4. This means that the proceeds of your redemption will be available to be paid out to you 
on the fourth business day following the execution of your transaction.  The next available valuation point may not 
necessarily be on the day on which you instruct your redemption transaction. Further information on this can be 
found within the Fund’s prospectus which is located in your investment portal account via the “Funds” tab, 
selecting the “Fund Details” icon next to the relevant Fund and navigating to the “Documentation” tab. If you need 
further assistance, please contact us and one of our customer services team will be able to assist you.  
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57. I have recently added/changed my nominated bank account. Why are there transaction 
restrictions with my account? 

For security reasons, there may be restrictions on your account for five working days after such an amendment. 
This is to protect your account in the unlikely event that someone other than you attempt to access it. 

Back to Top 

58. What is the minimum lump sum investment I can make on the investment portal? 

The minimum lump sum amount is dependent on the particular Fund you wish to invest in. Information on 
minimum lump sum amounts can be found in the Fund’s prospectus and this is located in your investment portal 
account via the “Funds” tab, selecting the “Fund Details” icon next to the relevant Fund and navigating to the 
“Documentation” tab. If you need further assistance, please contact us and one of our customer services team 
will be able to assist you. 

Back to Top 

59. What is the maximum lump sum investment I can make on the investment portal? 

When making a lump sum via our payment provider, TrueLayer, you will be limited to the daily online transaction 
amount permitted by your bank. Attempts to invest more than this daily limit will result in your bank rejecting the 
investment request and the investment not being processed. To find more information regarding your bank’s daily 
online transaction limits, please contact your bank directly. If you need further assistance, please contact us and 
one of our customer services team will be able to assist you. 

Back to Top 

60. What is the minimum regular savings amount I can make on the investment portal? 

The minimum regular savings plan is dependent on the particular Fund you wish to invest in. Information on 
minimum regular savings amounts can be found in the Fund’s prospectus and this is located in your investment 
portal account via the “Funds” tab, selecting the “Fund Details” icon next to the relevant Fund and navigating to 
the “Documentation” tab. If you need further assistance, please contact us and one of our customer services 
team will be able to assist you. 

Back to Top 

61. How to I change my online password and/or PIN? 

To change either your password or PIN, please log into your online investment portal and navigate to the 
“Change Password” and “Change PIN” options via the “My Profile” tab at the top of your account. Please note:  
You will need to provide matching answers to the security questions you set up at the point of registration to 
complete the change. If you have any issues with this process or need any help, please contact us and one of 
our customer services team will be able to assist you.  

Back to Top 

62. How long do Fund orders take to process? 

Once your order has been submitted for dealing the order will be dealt at the next available valuation point. 
Please refer to the Fund factsheet for more information. Once your order has been accepted, your order status 
will appear in your online account transaction history as ‘Pending’ until the Fund completes daily pricing. At this 
point, when the order has been dealt and the price has been fixed, your Fund will update to show the transaction 
price, number of shares, deal amount and a contract note will be generated. Contract notes are uploaded by the 
portal each evening and will available for you to view in your online account in the “Documents” section the 
following day. 
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63. I have successfully made a transaction via the online investment portal. However, I cannot see 
the investment in either my account summary or transaction history? 

Depending on when you make the online investment, there may be a delay until your investment appears in your 
online investment portal and the subsequent emails notifying you of the order confirmation. For security and 
maintenance reasons, the dealing platform only processes trades between 6am and 6pm on business days 
(typically Monday to Friday but excluding UK Bank Holidays). Any deals made outside of those hours are queued 
and then processed as soon as the system is initiated again the next working day. So, on business days, 
transactions made after 6pm will not be processed by the dealing platform until 6am the following business day 
morning. Likewise, deals made over the weekend (Between 6.00pm Friday and 9.30am on Monday) will be 
queued and then processed on the Monday morning when the dealing platform is initiated. If a deal is completed 
while the dealing platform is active and does not show in your account, this might be due to your browsers cache 
not refreshing and you may need to log out and back into your account for the transaction to appear. If you have 
any queries about the status of a transaction you have made, please contact us and one of our customer 
services team will be able to assist you. 

Back to Top 

64. Can I choose how I receive my statements and other documents? 

As part of our ongoing commitment to reducing our environmental impact, registered clients on the investment 
portal will only receive their investment documents (contract notes, statements, tax vouchers, and other relevant 
correspondence) digitally via their online investment portal accounts which are located within the “Documents” 
section. Non-registered clients will continue to receive their documents via the post as normal.  
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65.  I have a joint account. Are there any restrictions on what I can do within the online portal? 

Yes, should you have a joint account registered on the online portal, you will be restricted from selling units from 
that account and you will not be able to change your registered personal details. If a registered joint account 
holder does require to make changes, the investor should contact us and one of our customer services team will 
be able to assist you. For change of address and bank details instructions, our team would then request receipt 
of a signed instruction from both/all clients. The same would apply when a redemption is instructed. We can 
accept a deal instruction from one of the joint holders either by telephone, email or letter but we cannot release 
the funds until either a signed instruction or renunciation form is received with both/all of their signatures. Finally 
we can only pay to bank details that we have registered on file, but we can pay to bank details set up in just one 
person’s name, provided that both/all clients have signed to authorise them to be the nominated account. 
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