
 

 

OFFICIAL - Public. This information has been cleared for unrestricted distribution.  

OFFICIAL - Public 

CAA Customer Portal Registration Guide  
CAP 1902 

V3.1 

  

 



 

 

OFFICIAL - Public. This information has been cleared for unrestricted distribution.  

OFFICIAL - Public 

Published by the Civil Aviation Authority 2025 
 
Civil Aviation Authority 
Aviation House 
Beehive Ring Road 
Crawley 
West Sussex 
RH6 0YR 
 

You can copy and use this text but please ensure you always use the most up to date version, credit the 
CAA and use it in context so as not to be misleading,  

 

First published June 2020 v2.0 
Second edition October 2025 v3.1 
 

Enquiries regarding the content of this publication should be addressed to: 
customerportalsupport@caa.co.uk 
 
The latest version of this document is available in electronic format at: www.caa.co.uk/CAP1902 



V3.1  

October 2025    Page 3 

OFFICIAL - Public. This information has been cleared for unrestricted distribution.  

OFFICIAL - Public 

Contents 
Contents 3 

Creating a new portal account 4 

Create user account 4 

Account activation request 6 

Activation of account 7 

Applying and accessing portal services 9 

Sign in to the portal 9 

View services 10 

Access a service in the “Your Services” list 11 

Applying for a new service 11 

Updating personal details 11 

Uploading identity documents 14 

Timeframe for granting access 15 

Service available 16 

Applying for additional services 18 

Applying for an additional service 18 

Service available 18 

Updating your personal details 20 

Update personal details screens 21 

Update address information 22 

If we need more information 22 

Forgotten password or username 23 

Forgotten username 23 

Reset password 24 
 

 

 



V3.1  

October 2025    Page 4 

OFFICIAL - Public. This information has been cleared for unrestricted distribution.  

OFFICIAL - Public 

Creating a new portal account 
The CAA customer portal is used to access a range of services at the CAA.  For some 
services we will invite you to register a portal account so that we can identify you when you 
are utilising our services and present to you information relevant to your application. 

Certain services will also require you to submit identification documentation so that we can 
verify who you are. 

To access the services on the customer portal you will first need to register an account. 

Create user account 
Navigate to the CAA customer portal using the link http://portal.caa.co.uk 

Or from the button on the top right of the CAA website: 

 
Figure 1 : Customer portal access from http://caa.co.uk 

This will present the screen below.   Click on Create new user. 

 
Figure 2 : Customer portal sign-in screen 

This will present a screen requesting you to set up a username and password together 
with your email address. 

http://portal.caa.co.uk/
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Figure 3 : Account creation screen 

You will need to enter a unique username that can contain letters or numbers, and a 
password that consists of eight or more characters and includes 

 English uppercase characters (A through Z) 

 English lowercase characters (A through Z) 

 Numbers (0 through 9) 

 Non-alphabetic characters (for example, !, $, #, %) 

You will need to re-enter the same password in the Confirm password field. 

You will be asked to provide an active email address that you have access to, and again 
you will need to re-enter this in the Confirm Email field to ensure it is correct. 
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There is also a CAPTCHA code displayed that has a refresh button and a play aloud 
button, and a field into which the code should be entered. 

On completing the form click on “Create account”. 

If there are any errors the system will prompt you to correct those errors. 

Account activation request 
If there are no errors with the information entered, the system will create the user account 
and present the following screen: 

 
Figure 4 : Completion of the account creation screen 

The email will be sent to your nominated email account that you specified during the 
account creation to request you activate your new account. This will pretty much be 
straight away but could take up to 2 or 3 minutes. 

If you can’t see the email, it might have been stored in your Junk or Spam folder, so do 
check those if you don’t see it in your main email mailbox.  
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Figure 5 : Activation email 

Activation of account 
Click on the activation link or copy and paste the link into your web browser. 

You will now be asked to log into your new portal account. 

You will need to enter the newly created username and password. 

 
Figure 6 : Sign in to the portal 

Click on the “Sign in” button and this will present a similar screen to that shown below: 
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Figure 7 : Portal home page 

  

You can now access the services and features of the CAA Customer portal from the menu 
options on the right-hand side. 
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Applying and accessing portal services 
In order to access or apply for services, you will have needed to have created a portal 
account as shown in chapter 1 of this guide. 

Once you have a CAA portal account, you can log into the customer portal using your 
username and password and apply for services. 

Sign in to the portal 
Navigate to http://portal.caa.co.uk and sign into your account. 

 
Figure 8 : Sign in page 

You will be presented with the customer portal home screen: 

http://portal.caa.co.uk/
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Figure 9 : Portal home page 

View services 
Select the menu option “View or apply for online services” found on the right-hand side 
menu. 

This menu will show you services that you already have access to and can use in the top 
of the screen and those that you can apply for in the lower part of the screen. 
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Figure 10 : Your services 

Access a service in the “Your Services” list 
To access one of the services you already have access for, you simply need to click on the 
relevant button tile, e.g. to make an ATOL application, click anywhere on the “ATOL” tile 
and this will re-direct you to the relevant service. 

Applying for a new service 
To apply for a new service, again select it in the bottom area of the screen and click on the 
name of the service. 

Depending on the service you apply for, you will be provided with more information on that 
service to ensure it’s the right service for what you need, and you will be invited to provide 
or update the personal details we will need for that specific service type. 

For many of our licensing services, we perform a verification check on your details and the 
information you provide is utilised for that purpose. 

Updating personal details 
You will be asked to enter details into the personal details screen below. 

Note that if you are applying for a license or medical for the first time you won’t have a 
CAA reference number as yet and can leave that field blank. 
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Figure 11 : Entry of personal details 
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You will also be prompted for your permanent address and can also submit a secondary 
“correspondence address” that can be kept on file with the CAA and used to send 
documents to if you have limited access to your permanent residence. 

 

 
Figure 12 : Permanent address details 
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Figure 13 : Correspondence address details 

Uploading identity documents 
For some services we will require a scan of a suitable identification document in order to 
perform verification against the personal details entered for your service application. 

This can be a valid passport, UK driving licence or national ID card. 

You will be invited to click on the “choose file” button to select a suitable image file on your 
device to upload to the application. 

 
Figure 14 : Upload ID documents 
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Once you have completed the elements required to apply for the service, your application 
will be submitted to the CAA for processing. 

You will see the message below on the screen and are invited to return to the Home page. 

 

 
Figure 15 : Service application message 

Timeframe for granting access 
When viewing the “View or apply” services page, you will now see the service that you 
applied for listed in the middle of the screen under Pending services.   The process to 
verify your submitted details can take a few working days, typically two to three but please 
allow up to ten days. 

 
Figure 16 : Service pending verification 
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Service available 
When your details have been verified, you will receive an email indicating that you have 
been verified, and a further email will arrive indicating that access to the service you 
requested has been granted. 

 

 

 
Figure 17 : Emails granting a service 

You will then be able to navigate to the Home page on the customer portal and will find the 
service available under the “Your Services” heading on the “View or apply for services” 
page: 
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Figure 18 : Your services available to use 
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Applying for additional services 
When applying for additional services, please use the same portal username and request 
the additional service from the list of available services.   

Applying for an additional service 
To apply for a new service, again select it in the bottom area of the screen and click on the 
name of the service. 

You will be provided information on the service and will be asked for the relevant 
information to be checked or uploaded as necessary. 

If we have already processed your ID documents for another service available on the 
portal, then you will not need to update your information unless it has changed and will not 
be required to upload a new ID document. 

In such cases, additional services can be granted quite swiftly, and you would receive an 
email within a few minutes after application indicating that you have been granted access 
to the additional service. 

 
Figure 19 : Grant service email 

Service available 
You will then be able to navigate to the Home page on the customer portal and will find the 
service available under the “Your Services” heading on the “View or apply for services” 
page: 
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Figure 20 : Your services page 
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Updating your personal details 
Once you have been granted a service that requires your personal details to be submitted, 
you are able to inform CAA of changes to that information. 

Please note that this information will be processed and updated on your portal account, 
but this will not automatically update licenses or authorisations that you hold with the CAA 
that may need to be re-issued.    

You will need to follow the relevant process on our web site to request a new licence 
document to accompany a change of name, for example. 

 
Figure 21 : Your services page 

From the right-hand menu select the “View or change your personal details” option and 
this will take you to a screen showing you the current information we have on your details 
and address. 
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Update personal details screens 

 

 
Figure 22 : Update personal details 
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Update address information 
You are able to update address information on the system and on submission this would 
be reflected in your portal account. 

 
Figure 23 : Update address details 

If we need more information 
Simply changes to your telephone number and address will take immediate effect.  For 
some changes we will process the request, and we will contact you if we require more 
details or evidence to verify the changes. 
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Forgotten password or username 

Forgotten username 
If you have forgotten your username, please use the facility on the portal sign in page to 
request it to be sent to you on the registered email address that we hold for you. 

Use the the link at the bottom of the Sign in screen. 

 
Figure 24 : Sign in screen 

 
Figure 25 : Forgotten username screen 
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Reset password 
If you cannot remember your password, you are able to reset the password from the link at 
the bottom of the Sign in screen. 

 
Figure 26 : Sign in screen 

 
Figure 27 : Reset password 
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