
2.  Confirm the patient’s username 
by having the patient read the name 
he/she is using. 

3.  If  they are getting a message stat-
ing that their account has been 
locked, check the “Unlock Account” 
box. 

From the patient’s Patient Portal Account 
Management window (Info > Options > 

Web-enable 

Resolving Login Problems 
 
1. Verify identity of  the patient. (Confirm an address, SSN, DOB, or all three.) 

4.  Ask if  they have tried the “forgot 
password?” feature on the patient 
portal login screen.  If  not, ask them 
to try this feature while on the phone 
with you if  possible. 

2.  Assign a temporary user-friendly password. 
3.  Change the User Name for the patient. 
4.  Change the E-mail address of  the patient. 
5. Assign a new owner to the account 

If further help is needed, see the following eCW suggestions, from Seven 
Steps to Patient Sign-on Success with the Patient Portal : 








