
FAQ mySESB 

1. Are there any quiet hours in the system during which I will not receive any notification? 

Yes, the default quiet hours in the system are set as 10:00 PM to 8:00 AM. However, as a user, you 

can change these hours as per your requirements. 

2. As a guest user/property manager, can I raise a Contact Us request? 

Yes, a guest user/property manager can raise a Contact Us request for owner’s account. The requests 

raised by a guest user/property manager are visible under the Sent folder in the Notifications module. 

3. As a guest user/property manager, can I raise a service request? 

No, a guest user/property manager cannot raise a service request for owner’s account. 

4. As a residential customer, is it mandatory to add only a residential account to my profile? 

No, a residential customer can add a commercial account to a profile and vice-versa. 

5. Can I add an account in mySESB application? 

Yes, you may add your account registered with SESB In the My Account module, under the Profile 

section, click Add Account, and enter the required information to add your additional account to the 

same profile. Once the account is added, it reflects in the list of property addresses, selecting which 

the information on the application changes respectively. 

6. Can I change my email and password? 

Yes, you can change your email and password anytime while accessing the application. 

Web Portal 

1.       On the Homepage, click Settings. 

2.       Click Change Email Address or Change Password, as required. 

3.       Enter your new email or password to be changed. 

4.       Click Submit. 

You are logged out of the application on a successful attempt.  

Mobile App 

1.       Tap the user icon. 

2.       Click Change Email Address or Change Password, as required. 

3.       Enter your new email or password to be changed. 

4.       Tap Submit. 

You are logged out of the application on a successful attempt. 

7. Can I make multiple service requests on the same property address? 

Yes, each service request will have a distinct work number assigned. 

8. Can I track my Contact Us request? 

Yes, you can track your request by clicking Track Request and entering 10-digit system generated 

tracking ID. 
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9. Can I track my service request? 

Yes, you can track your service request by clicking Track Request and entering 10-digit system 

generated tracking ID. 

10. Can I use the application without logging on to it? 

Yes, you can perform the following tasks without logging on to mySESB App: 

·         Pay your bill 

·         Raise a service request 

·         View and report outage 

·         Contact SESB Careline 

·         Refer to frequently asked questions 

·         View and establish energy-efficient parameters 

·         View payment locations for making physical payments 

11. How can a customer cancel a service request? 

Once logged, a customer cannot cancel a start service request. Only SESB can further process the 

request and take the required action. Please contact SESB Careline for assistance. 

12. How can I contact SESB? 

In the Contact Us module, fill-in all required fields, such as select a Topic, create a Subject, and add 

Comments, then click Submit. SESB receives all submitted information via email and the customer 

receives an auto-generated email on registered email address with a link to view submitted details. 

13. How can I invite another user and delegate access to my account? 

In the My Account module, navigate to the Guest User tab and click Invite User. Enter the required 

user details and click Submit. The application sends an invitation to the guest user. This link is valid for 

only 48 hours. After that, you need to send a new invitation link to the guest user to activate access. 

You can assign only one role to a user. A guest user can not invite other users. 

14. How can I report an outage? 

In the Outage module, click Report Outage. Fill-in the necessary information and click Submit. 

Alternatively, you can also fill the Contact Us form. 

15. How can I track email notifications from SESB? 

In the Notification module, you will find all emails from the SESB with regards to updates and SESB 

information. This module also allows direct response to email notifications, enabling real-time two-

way communication with SESB. 

16. How can I view the latest social media updates of SESB? 

You can click the applicable social media channel (Facebook, Twitter, You Tube) in the Contact Us 

module to view the latest updates, such as content and videos uploaded by SESB. 
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17. How can I view/edit the guest user’s access? 

In the My Account module, navigate to the Guest User tab. The application displays the list of guest 

users in the Guest User section. To edit the user access, click Edit next to the user in the Guest User 

section. Edit the required details and click Submit. 

18. How do I link my existing account and new account? 

In the My Account module, under the Profile section, click Link Account, and enter the required 

information to link your new account to an existing account. Once a new account is linked to an 

existing account, you cannot register to mySESB using the new account. Also, you cannot add an 

account with inactive status. 

19. How do I register and activate my account? 

1. Go to the mySESB web portal/application. 

2. Enter all the required information. For assistance, you can refer to FAQs and video. 

Upon successful submission, the system generates an email with an activation link and sends 

it to the email address provided. 

3. Click the activation link to activate your account. 

20. How do I set my notification preferences? 

Select the Notification Preferences check box on the Registration page to opt for all types of 

notification. You can update the notification preferences on the Application Onboarding screen 

(appears when you log into mySESB for the first time) or check the “Skip” checkbox if you do not wish 

to update yet. In either case, the system redirects you to the mySESB Dashboard. 

Alternatively, you can update the notification type (email, push, text) under Settings in the My Account 

module later for Outage, Billing, Contact Us and Service. You can add only one contact number/email 

address for each notification type. 

The changes made to notification preferences by a guest user or property manager are applicable only 

to their accounts and does not impact the owner. However, the owner is notified for the updates. 

21. How do I update my account information? 

In the My Account module, the Profile tab allows you to update your Mobile Phone, Email Address, 

and Password. 

If a guest user/property manager edits the profile information, it gets updated only for the guest 

user/property manager and not for the owner. 

22. What are the services offered online via mySESB? 

In the Service module, there are services that you can apply online such as New Electricity Account, 

Change of Name, Closing of Account and Meter Relocation. 

23. What if I do not receive an activation email? 

You may request our careline to resend the activation link to the email you have registered. If the you 

still do not receive the activation link, SESB Careline can collect details and assist you to complete the 

registration process.  
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24. What is offered in the Outage Module? 

In the Outage module, you will be able to view any Outage Notification and information of any Planned 

and Unplanned outages such as the affected area, sub areas, duration, start and end time, and its 

reason. 

25. What should I do if I encounter issues while logging on? 

Navigate to the Login screen and try any of the following: 

To recover a forgotten password: 

1.       On the Login screen, click Forgot Password. 

2.       Enter your email address and click Submit. 

Upon successful submission, the system generates an email with a confirmation link and sends it to 

the email address provided to reset the password. 

3.       Click the password reset link. 

4.       Click Next to proceed with updating the New Password and Confirm Password fields to 

complete the password reset process. 

Other sign-in problems: 

For any other issue related to signing in, click Problems Signing In, enter your account number and 

email address and comments mentioning concerns/issues, and then click Submit to notify your 

administrator via email. 

26. Why am I unable to log on to mySESB App? 

Please ensure you have entered your mySESB User ID and password correctly. The system blocks your 

account after more than ‘9’ unsuccessful login attempts within 3 hours, and will redirect you to Forgot 

Password page automatically to reset your password. Contact [SESB Careline] to unblock your account. 

27. Why am I unable to register to mySESB App? 

Your Identification Number should match the Registered ID number which was used when applying 

for such SESB Contract Account. Examples: New IC : 570831121234 Old IC : H01234567 Passport : 

XS123456 Police / Military : RF/137261 Company Registration No. : 012340-U Other than that, all 

required fields must be filled up. 

28. Why do I log out automatically? 

You are automatically logged out from the application if you are idle for 15 minutes after logging on. 

However, your administrator can change the log out time. 

29. Will I be notified prior to an outage? 

Yes, as a user you will be notified of a new outage, outage update, and outage restoration. 


