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Getting Started 
Logging On 

 
 

 
When you have been set up as a user, you will receive an email which will contain the 
following: 
 

 
 
Note – The Reset Password link for the New User is only valid for 24 hours.  
 
When you click on to the Reset Password this will ask you to enter the following: 

• 4-digit Client ID/ Group Number 

• Username 

• New Password 

Once you have clicked on to ‘Confirm Save’ This will take you to the log in page to allow you 

to log into to the L&Z Portal.  

We would advise just before logging in to the portal to Save the page as a favourite on your 

preferred Web Browser. 

If this has not been provided, please contact the office on 01462 418 117. 
 
Login - Payment Services Portal (landz.co.uk) 
 
Open an internet browser (for example google chrome, Mozilla, Opera) and enter the web 
address either provided or using the address above and the login page will appear. 
 

https://portal.landz.co.uk/newportal/NetUser/Login
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Enter your Client ID/User number, Username and password (case sensitive) then press log 
in. You also have a box you can tick to remember your details on the computer/device you 
are on. 
The first page you will see when you log on is the home page 

 
 
Message Board: 
Located on the right-hand side of the home page is where London & Zurich will post 
important updates and announcements will be displayed. 
On the left-hand side of the screen your login name, user number and company name will 
be displayed along with:  

• Client History 

• Change Password 

• User Admin 

When “Client Details” are clicked your company details will be visible. If any details do 
change please contact London & Zurich so the system can be updated. 
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• Client History – This tab in the sidebar on the left will show an audit of actions that 

have occurred on your account.  

 

 
 

• Change Password – It is strongly recommended that when you first log in, to change 

the password provided to you to something more memorable. If you forget your 

password and no other employees have supervisor access to change your password 

please contact the office on 01462 418 117 or via email: 

customer.services@landz.co.uk to get a password reset. If you are not the signatory 

/ admin contact on the agreement and require a password reset please ensure the 

signatory emails or calls London & Zurich to request a new password. 

 

mailto:customer.services@landz.co.uk
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• User Admin – This will show all the users that have access to the system and where 

to add a new user. 

 
 
How to Add a New User to the Direct Debit Portal: 
To add a new user and to enable staff to have access to the DD portal click “User Admin” on 
the left-hand side and then “Add User”. Only Supervisors can add additional users to the 
system. 
Input all the staff members information, then assign them a user level and click Add. An 
email will be then sent to the New User to set up their own password. 

 
 
There are 4 User Levels: 

1. Supervisor – This will allow access to the whole system, view reports, add 

customers, add collection schedules, cancel collection schedules and have the 

functionality to add other users to the system and change passwords 

2. User – This has the same level of access as the supervisor except they are unable to 

add additional users to the system or change passwords 

3. Read Only – The user can only read the information on the system, cannot add 

customers or collection schedules. 

4. Limited Access – The user has very limited access to the information on the system 

and cannot view any customer bank details.  

 
To change a password if a staff member has forgotten theirs, they can use the Reset 
Password link on the Portal screen: 
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An email will be sent to the user to allow them to reset the password.  
 
For further information on how to reset your password please find our knowledge base 
article on this link: 
How do I reset my L&Z portal password (londonandzurich.co.uk) 
 
If the new user has not received an email to reset their password a user with Supervisor 
level access will be able to change the password for them by logging in, then going to 
“Change Password”, Selecting the user from the drop down menu. When Entering “Your 
Password” this will be the Supervisor Users Password which they have used to log in to the 
portal. 
 

 
 
This same process can also be used if an employee has left the business and access to the 
direct debit portal needs to be denied/removed. 

 
 
 
 
 
 

https://go.londonandzurich.co.uk/knowledge/how-do-i-reset-my-lz-portal-password
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Direct Debits 

 
 
When this tab is clicked at the top of the page you will then see your dashboard 
 

 
 

 
This provides a summary of your direct debit collections and accounts history over the year 
or any previous years London & Zurich have been providing you the direct debit facility. 
 
On the left-hand side of the dashboard you will in the sidebar a section for: 

• Customers 

• Reports 
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Customers 

 
 
This section is where you are able to: 

• View a list of all your customer 

• Add a new customer 

• Upload Customers (Bulk) 

• Upload Collections 

• Upload Collection Schedules 

 
List Customers – Here you able to search for all customer(s) that have been set up on the 
DD portal showing if the direct debit is active or suspended by clicking the status box, and 
providing the last comment on the account.  
 

 
 
This report allows you to search for any customer(s) that have been added onto the system 
but have no collection schedule added, Further reporting is available by clicking on the 
“Quick Search” box. 
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Add a New Customer – This is where you will add a customer(s) onto the portal when they 
have confirmed payment can be collected via Direct Debit. You are able to then add a 
collection schedule. All information with an Asterix (*) is mandatory and the customer(s) 
account will not be saved/added if they are not all inputted 
 

 
 
Mandatory Fields: 

• DDI Reference – here you will need to input a unique account reference associated 

to your customer(s). Your group number is not required to be part of the reference. 

The reference MUST be between 6-10 characters, can be either all numeric, all alpha 

or a mixture of both. 

There must be NO spaces or punctuation and once you click “Add Customer” this 
reference cannot be changed as this will also be the Direct debit Reference lodged at 
your customers bank.  

• Customer Account Name – This can be either your customer(s) name or the name of 

the company if you are collecting from a business. 

• Current Account Number, Sort Code and Debit Name – if your customer(s) advises 

you on the phone that they are not the sole signatory on the account you will need 

to issue a paper DD instruction for both signatories to sign before they can be added 

onto the system 

• Contact Name 

• Address – The full address can be populated when you use the postcode lookup 

• Postcode  

• Email Address – This is required to be a valid email address for your customer(s) as 

London & Zurich issue BACS regulated emails to your customers. The 2 BACS 

regulatory emails London & Zurich issue to your customers are: 

1. Confirmation of a Direct Debit Being Set Up 

Within 3 working days of an account being set up on the direct debit portal your 
customer(s) will receive an email confirming a direct debit has been set up by London & 
Zurich on behalf of your company. 
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2. Advance Notice 

 6 working days before payment is due to be collected your customer(s) will receive this 
email, it will confirm the date of collection, amount of collection and the regularity of the 
collection. Each time a new payment is added a new Advance Notice will be emailed. 
Once the customer(s) information has been added click add customer and you can now add 
a Collection schedule ready for DD collection. 
 
Edit/Amend Customer(s) information: 
Once the customer(s) account has been set up and you require to make any changes in the 
account click “Edit Customer Details” 
 

 
 
Input any relevant changes required and then click “Save Details”, the new information 
inputted has now been saved. If bank details have been updated the system will generate a 
new Direct debit Instruction to be lodged against your customer’s bank. 
 
Once a customer(s) account has been added you will see these tabs at the top of the 
customer account: 

• Customer Details 

• Collection Schedules 

• Collections 

• Account History 
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Collections 

 
 

Collection Schedules – This will show all collection schedules that have been set up on an 
individual customer and you will be able to filter what type of collection schedule you would 
like to view by clicking on the status box. 
 

 
 
 
Collections – This will show all successful collections made on the individual customer(s) 
account and will advise if a payment has failed. 

 
 
 
Account History – This will provide you with an audit trail of any activity or action that has 
occurred on your customers account including failed collections.  

 
 
Adding a Collection Schedule: 
Click the tab “Collection Schedules” on the customer(s) account and then click “Add 
collection Schedule”.  
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A message box will show stating “Add a Collection Schedule”. The portal will always show 
the earliest date we can collect from the customer(s). For any new customer(s) added to the 
portal you will need to allow 6/13 working days (dependant on the Advance Notice 
associated to the SUN) before the first payment can be collected. 
 
You can now select a collection schedule for direct debit 

 
 
The collection schedule options are: 

• Single Collection 

• Regular Collections 

• Single collection, then Regular Collections 

 
 
 
These collections schedules will now be explained further: 
 
Single Collection: This can be used for one off adhoc payment(s) or to recover any missed 
payments(s). 
To input a single collection: 

• Highlight Single collection 

• Enter the date of collection 

• Input collection amount 

• Click submit 

• The collection schedule has now been added 
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Once the collection schedule has been added you will then be able to view the collection 
schedule(s) you have set up. 
 

 
 
Regular Collections: Here you have the option to add continuous monthly collections, the 
same amount and date each month or a fixed collection schedule (for example 3, 6, 12 etc 
months) same date, same amount but with an end date. 
Continuous - The Direct Debit is collected each month the same date and amount with no 
end date:  

• Choose the option Regular Collections 

• Enter the date of regular collection 

• Enter the amount 

• Enter the frequency – Monthly, Quarterly, Biannually, Annually Weekly, Four Weekly  

• Highlight the option “Continuous” 

• Click submit  

• The collection schedule has now been added 
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Fixed Collection - Here the Direct Debit is collected over a fixed term (3,6,12 etc Months): 

• Choose the option Regular Collection 

• Enter the date of regular collection 

• Enter the amount 

• Enter the frequency – Monthly, Quarterly, Biannually, Annually, Weekly, Four 

Weekly  

• Highlight the option “Fixed” 

• Enter the number of regular payments (3,6,9,12 etc) 

• Click submit  

• The fixed collection schedule is now added 

 
 
 
Single Collection, Then Regular Collections: This option will allow you to set up the first 
collection date or amount that is different to the ongoing collection schedule either for 
regular collections or a fixed term collection schedule. 
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Regular Collections the first date or amount different to the ongoing collection schedule: 

• Click “Single collection, then Regular Collections” 

• Enter the date of the first collection 

• Enter the amount of the first collection 

• Then enter the regular collection date  

• Enter the regular collection amount 

• Enter the frequency – Monthly, Quarterly, Biannually, Annually, Weekly, Four 

Weekly 

• Highlight “Fixed” 

• Click the option continuous  

• Click submit 

 
Fixed Collection Schedule: this option will also allow the first date or amount to be different 
to the ongoing fixed collection schedule: 

• Click on the option “Single Collection, the Regular Collections 

• Enter the date of the first collection in “First Collection Details” 

• Enter the amount of the first collection 

• Then enter the regular collection date ( date of set ongoing collection ) 

• Enter the frequency – Monthly, Quarterly, Biannually, Annually, Weekly, Four 

Weekly 

• Enter the regular collection amount 

• Click the option fixed 

• Enter the number of fixed payments (3,6,12 months etc) 

• Click submit 
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Cancelling a Collection Schedule(s): 
If a collection schedule has been set in error or an amount or date needs to be changed, you 
are unable to amend the date or amount of an existing collection schedule, it will need to be 
cancelled and a new collection schedule re set up.  
You can use the drop down where it says “Status” at the top of this page to view different 
collection schedules 
 
To cancel simply go to the collection schedules in the customer(s) account, locate the 
collection schedule you need to change or cancel and then click cancel. 
 
 

 
 
 
 This message box will appear, and you must input a reason why you would like to cancel 
the collection schedule then press submit. If no message is inputted and submit is pressed 
the collection schedule will not be cancelled. 

 
You are now able to re set up a new collection schedule.  
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If you cancel the collection schedule and it has been done less than 2 working days before 
the collection is due this message will appear:  

 
 
 

Account Suspension & Stopping Collections 

 
 
 
If a customer(s) no longer wishes for payments to be collected via direct debit and their 
account needs to be closed you will need to suspend their account. 
To do this access the customer(s) account click “Edit Account Details” and then the tab 
“Suspend Customer” will be visible: 
 

 
Once “Suspend Customer” has been a clicked a message box will appear for which you must 
input a reason why the account should be suspended then click “yes” 
 

 
When yes has been clicked at the top it will then state “Customer Suspended Successful” 
and the status of the customer account has changed to “Suspended”: 
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Suspended Customer Accounts and how to Reactivate: 
When you view a customer(s) account and it states “Suspended” in the status box this is 
advising the account is on hold and no further payment will be collected until the 
“Suspended” status has been removed. To view the reason why an account is suspended, go 
to “Account History” and it will state why the customer account is suspended. If you are 
unsure about the reason either click the “Help” tab at the top of the page and go to either 
Failed Collection Reason Codes or BACS reason Codes. 
 

 
 
To reactive a suspended account to ensure the collection schedule continues or to set a 
one-off collection schedule to recover the missed payment: 

• Click Edit the Customer Details tab in the customer(s) account  

• If you need to update any of your customers information you can do so when you 

click Edit Customer Details 

• Click reinstate customer 

• A message box will appear you must input a message otherwise the account will 

not be reinstated 

 
• Click update and the account will be reactivated and ready to start collecting again 

and this message appear at the top of the page “Customer Reinstate Successful”  
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PLEASE NOTE: Accounts will no longer go into the “Pending Table” where you are required 
to wait for the reinstate to be removed by London & Zurich, it will be active once you have 
reinstated the account yourselves. You will need to ensure Account History is checked to 
confirm why the customer(s) account has been suspended and what is required to remove 
the suspend. 
 
 
 

Upload Customers & Collections 

 
 

This is where you can do a bulk upload of customer(s) information (this does not include 
direct debit payments) in the text file format stated, saving you time adding individual 
customer(s) to the portal. 
 
Once the Text file has been saved, upload on to the system by clicking browse and then click 
load and the system will then automatically add those customers in the text file to the 
system. 
 
The file format for the text file is as follows, any columns that state Yes is a requirement and 
the information is needed otherwise the file will not be uploaded. 
 
When the file is uploaded if any errors you will see which line has an error and it will have 
not been uploaded. The remaining correct customers will be uploaded. You then only need 
to amend the original file with the amendments and re upload. This will not upload any 
duplicate customer(s) only the customer(s)that have not be uploaded originally. 
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Upload Collections: 
 
This can be found in the Collections Section on the L&Z portal 
 
This upload can be used if you have variable payments (changeable each month) for your 
customer(s) on a regular basis then a text file can be uploaded in the format defined –  
 
12345ABC,Fred Bloggs Ltd,123.99,0,01/06/2018 (Customer DDI Reference, Name, Dummy 
Field, Amount, Date of Collection) 
 
Once the file has been created, the file should be uploaded through the L&Z website 
(Upload Collections) for processing, we require the file at least 6 working days before the 
collection date and only 3 working days if London & Zurich ARE NOT sending the advance 
notices on your behalf to your customers. 
To upload the file click “Browse” attach the file and then click “Upload Collections” if the file 
has any errors and is unable to upload you will see error messages that require to be 
corrected and the file will then need to be re uploaded. 
 

 
 
There is functionality in this section for an empty file to be downloaded for you to populate 
with your customers information manually: 
 

 
 
If this information is not contained the file will not be uploaded : 
 
12345ABC,Fred Bloggs Ltd,123.99,0,01/06/2018 (Customer DDI Reference, Name, Dummy 
Field, Amount, Date of Collection) 
 
You will need to ensure all this information is populated in this file to be uploaded 
successfully and then do a Save As in the format CSV (Comma Delimited) (*.csv): 
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If you require a file with all your live customer information, please use the “Download File 
Format with Customers” 
 

 
 
You will then see a box pop up with all your Live customer(s) on the L&Z portal, Choose the 
collection date and that date will then be populated in the file once downloaded, select the 
customer(s) you wish to be added for a collection on the desired date you have selected by 
clicking on the line and then click download once you have selected all your customers. 
Open the file downloaded and only populate the amount you wish to collect for each 
customer via Direct Debit.  To save the file click Save as and save in the format CSV (Comma 
Delimited) (*.csv). You do not need to add your group number or date of collection in the 
file name when saving, the system will automatically generate that information. 
 

 
 
Once the file has been saved upload the file on the L&Z portal and once uploaded 
successfully you will see this page pop up if validation is Ok and green and the status of the 
file is process successful the file is ready for collection on your due date and there is nothing 
further you need to do: 
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If the validation check fails you will see a message advising of the error, the whole file has 
not been uploaded and you will need to make any relevant amendments and re upload. 
 
If the validation check fails you will see a message advising of the error, the whole file has 
not been uploaded and you will need to make any relevant amendments and re upload 

 
 
Upload Collection Schedules: 
 
Here you are able to add numerous collection schedules to the system for existing 
customer(s) using the text file upload format, removing the requirement to go into 
individual customer(s) accounts and setting up individual collection schedules.  
 
The required format is: 
CustomerRef,FirstCollectionDate,FirstCollectionAmount,RegularCollectionDate,RegularColle
ctionAmount,RegularFrequency,NumberOfRegularCollections 
4000:12345ABC,,,21/12/2019,25.00,Monthly, (If any columns do not require any 
information please input a comma 12345ABC,,,21/12/2019) 
4000:21345ABC,21/12/2019,20.00,24/12/2019,15.00,0,12 
 
Once the text file has been populated upload the file and then click “Validate File Data” this 
is to ensure the data is in the correct format and there are no errors before the upload is 
completed. 
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If the collection schedule file has been uploaded incorrectly this screen will appear and you 
can see that the “Create Schedules” button is greyed out, so you are unable to upload the 
collection schedules: 
 

 

 
If the collection schedule upload is correct and there are no errors the “Create Schedules” 
button is blue, and you can click this to finish the upload: 
 

 
 
Once the collection schedule file has been uploaded successfully you will then see at the top 
of the page this message: 
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If at any point you require to view the previous collection schedules you have uploaded use 
the drop down next to “Select File Name to Load Existing Data”: 
 
 

 
 
Collection Upload History: 
 
This section you are able to view any previous files uploaded, which customers are 
contained in that file and to also cancel a complete file if requires to be cancelled. 
 
To view the customers in the file uploaded click on the file name: 
 

 

 
You will then see all the information regarding that file: 
 

 
To Cancel a file that has been uploaded successfully this can only be done 3 clear working days 
before the date of collection, Click cancel file and the file is now cancelled. You cannot cancel 
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individual customers in that file, to do this you will need to locate their individual account via the 
portal and cancel the collection schedule. 

 
 

Reports

 
 

 
When reports are clicked on the left-hand Sidebar it will list these reports visible for you to 
access for which all are exportable in excel, CSV and XMLS: 
 

 
 
 
 
 
Collections: 
 
This report will show in the date range you have stated which customer(s) payments have 
failed, have been successful, unprocessed and any indemnity claims. This will also provide 
information regarding collection dates, frequency of collection, amount of collection and 
the date the schedule has been set up. At the top of the report under the date selection this 
will provide you with the totals collected, failed, indemnity claims and unprocessed 
amounts for the date range stated. 
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Failed Collections: 
 
This report will show once a date range is stated which customer(s) payment have failed, 
the date of failure, amount of failure and the reason why the payment has failed. Input the 
date range of data you would like to view then click search, this report will then list all your 
failures in the date range stated. 

 
if further help is required to understand the reason why the customer(s) payment has failed 
please click the “Help” tab at the top of the page and you will see 3 subcategories. Go to 
Failed Collection Reason Codes and this will provide you with a list and explanation of the 
failures 
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Indemnity Claims: 
 
This report will provide you with information about any indemnity claims that have been 
made by your customer(s). It will provide you with the customer(s) reference, the Indemnity 
reference, the reason for the claim – description, amount and the date it was paid out.  
 

 
 
An indemnity claim is where a customer(s) goes to their bank and for whatever reason 
states they did not authorise the Direct Debit to be collected. The Bank under the Direct 
Debt Guarantee must honour the customer(s) decision and refund the amount contested. 
 
 
When an indemnity claim has been raised an email will be sent to the admin contact on the 
group confirming an indemnity claim has been made. If you would like further assistance 
regarding any indemnity claims please contact London & Zurich for assistance. 
 
Collections CSV: 
 
This report will allow the ability to import all the necessary data into all accounting systems 
that support CSV File importation. 
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A date range will need to be inputted to capture the data required, then a nominal code will 
need to be added: 

• Set Nominal Code Ledger Code default for BACS Receipt – here you input a nominal 

code to separate successful collections for easy identification 

• Set Nominal Ledger Code default for Failed Collections – here you input a nominal 

code to separate failed collections for easy identification 

• Set Customer Account Default – At a later stage you will be required to enter your 

own unique customer account codes held within your own sales ledger against each 

collection made or failed that has occurred. Here you maty enter a default or 

suspense account held within your system to collect any transactions where a valid 

sales ledger account has yet to be created. 

Once the fields have been completed to generate the file click “Apply Settings” and this will 
download the data requested and you can export it in the file format required. 
 

 
 
 
Summary of Payment Activity and Schedule: 
 
This report allows you to see your customers collections in the past present and future 
(forecasting Direct Debit payments to be collected), it also includes failed collections and 
indemnity claims. 
 
At the top of the report it will provide you with a summary of the data you have requested 
to be populated. To extract the information required input a date range of data you would 
like to view then click “search” the data will appear as below: 
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Any payments that are green the payments was successfully collected, any that are dark red 
the payment has failed, any payments in grey these payments have been unprocessed (not 
collected) , any payments in purple an indemnity claim has arisen for that amount and 
anything in black these are future direct debits due to be collected. 
 
Customer(s) listed at the top of the report in red are the accounts that have been 
suspended and the date shown is the date the account has been suspended. To locate the 
reason why click on the account reference and go into “Account History” of the customer to 
locate the reason why. 
 
Collections Schedule: 
 
In this report when you input a date range it will list all the customer(s) that have a 
Collection Schedule/payment in that date range, whether they are active or cancelled, the 
type of collection schedule set up, date of first payment, date of regular payment and date 
of the next payment. 

 
When you click on the Schedule ID number this will then bring up a pop up box providing 
you with information relating to that collection schedule. It will list: 
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• Amount of collection 

• Date the collection was process 

• Date of collection 

• Date the payment was settled  

 
 
 
 
Schedules Near Completion: 
 
This report will show any collection schedules for your customer(s) where they are on a 
fixed term collection schedule (3,6,12,24 etc months) and when the collection schedules are 
coming to an end.  
Once the date range has inputted and search has been pressed any collection schedules that 
are due to end in the date range stipulated will be listed and it will confirm the last date and 
amount to be collected via direct debit.  

 
 
 
 
 
 
Payments: 
 
This report will list each collection London & Zurich have made on your behalf in the date 
range you have stated and the monies that have been accredited into your nominated bank 
account. The information available in this report is: 

• Date of collection 

• Date paid  

• Amount scheduled to collect 

• Amount failed 

• Actual Pay - amount due to be transferred into your business bank account 2 or 4 

working days after collection (this is dependent on the agreement you have with 

London & Zurich).  
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The admin contact on your account will on the date payment is due to be accredited into 
your nominated bank account receive an email titled “Actual Payment Confirmation” 
confirming the actual amount collected to be accredited into your nominated bank account 
and a breakdown of any failed collections. 
 
Invoices: 
 
Invoices are raised on or around the 1st working day of each month and here you can view 
the breakdown of the invoice(s) and the charges applied. We will collect payment on or 
around the 15th of each month via direct debit. Our invoices are collected a month in 
arrears. If your bank details change please contact London & Zurich so the invoice is always 
collected from the correct nominated account. 
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Help 

 
 

Here there are 3 sections on the sidebar to provide further information if required when the 
help tab is clicked at the top: 
 

 
Here you can view some frequently asked questions and answers and the Direct Debit Portal 
Guide.  
 

 
 
 
Failed Collection Reason Codes: 
 
Here you can view the reason codes London & Zurich receive from all banks when payments 
fail if you are unsure to the reason why a customer(s) collection schedule has failed. 
 
 
 
Bacs Reason Codes: 
These are explanations from the bank behind certain transaction types. 
 
Contact Form: 
 
You are also able contact London & Zurich via the DD portal. At the top of the page click the 
icon to contact us, here you can send an email directly to London & Zurich regarding any 
issues you may have. As soon as the relevant department receives your enquiry they will 
contact you to resolve/assist. 
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Help Center:  
 
We have a useful help center which has a number of useful guides and a FAQ page this can 
be reach by going to the following link:  Help Center (londonandzurich.co.uk) 
 

https://go.londonandzurich.co.uk/knowledge
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London & Zurich Limited 
E: customerservices@landz.co.uk 

T: 01462 418 117 
London & Zurich Limited is a registered in England and Wales Number: GB263382500 

Registered office – Unit 5 The Courtyard, 707 Warwick Road, Solihull, B91 3DA 
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