
 1 Last updated: May 2025 

How do I unlock or reset my Security Device? (For Mexico 
customers) 

If you have forgotten your Security Device PIN or your Security Device is locked after several unsuccessful attempts 
to enter your PIN into the device, you can reset the PIN using the online PIN reset function. To do so, complete the 
following steps: 

1. Access the HSBCnet Home Page and select Log on to HSBCnet.  

2. Enter your username then choose Continue. The Security Device authentication page appears. 

Security Device authentication page 

 

3. Before proceeding, determine which of the following scenarios represents your current issue: 

· Device is not locked: If you have forgotten your Security Device PIN but the device is not locked, choose 
the Forgotten your Security Device PIN? link. Complete the on-screen instructions to lock the Security 
Device before selecting the Unlock your Security Device link to continue. 
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Forgotten your Security Device PIN? – link 

 

· Device is locked: If you entered the incorrect PIN three times, your Security Device will display a ‘LOCK 
PIN’ message on the device screen along with a 7-digit code. Proceed to select the Unlock Security Device 
link and completing the four-step process as per on-screen instructions. 

Unlock Security Device – 1. Security question 1 

 

4. Answer the second security question correctly and select Continue to complete the verification process. 
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Unlock Security Device – 2. Security question 2 

 

Note: If you have forgotten either of your security questions, and have entered the incorrect answer three times, 
you will be directed to the Security Information Reset process.  

5. After correctly answering the security questions, complete the on-screen instructions to generate and enter 
the LOCK PIN code from your Security Device into the Lock Code field on-screen. Choose Continue again to 
proceed. 

Unlock Security Device – 3. Lock code 

 

6. Follow the on-screen instructions to complete the Unlock Security Device step. Choose Continue to proceed. 



How do I unlock or reset my Security Device? (For Mexico customers) 

 4 Last updated: May 2025 

Unlock Security Device – 4. Security Device PIN 

 

7. You must change your security questions and answers in this step. Security questions can only be used once, 
so you’ll need to change yours for the next time you need them. 

Unlock Security Device – 5 Change security questions and answers 
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You have successfully unlocked your Security Device and reset the PIN. You can now log on to HSBCnet. 

 

Note: If you have forgotten either of your security questions, and have entered the incorrect answer three times, 
you will be directed to the Security Information Reset process.  

For more information on how to complete a Security Information Reset (SIR) refer to ‘How do I reset my security 
information?’ guide. 

1. If you have entered your HSBCnet password incorrectly three times during the logon process, your profile is 
locked. You must answer your security questions to unlock your profile.  

If you entered your HSBCnet password incorrectly three times 

 

2. Answer the first security question. You set up this security information during your profile registration or 
activation process.  

Security question 1 

 

Note: If you do not remember this information or you’ve entered an incorrect answer, your profile is locked, and 
you are forced to reset your security information. Refer to the guide on ‘How do I reset my security information?’ 
for a step-by-step procedure. 

https://www.secure.hsbcnet.com/pims/static/dtc/cms/content/dam/nett/user-guides/pdf/pdf-guides-on-pws/troubleshooting/reset_sec_info/reset_sec_info.pdf
https://www.secure.hsbcnet.com/pims/static/dtc/cms/content/dam/nett/user-guides/pdf/pdf-guides-on-pws/troubleshooting/reset_sec_info/reset_sec_info.pdf
https://www.secure.hsbcnet.com/pims/static/dtc/cms/content/dam/nett/user-guides/pdf/pdf-guides-on-pws/troubleshooting/reset_sec_info/reset_sec_info.pdf
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Reset security information 

 

3. Proceed to answer you second security question. 

Security question 2 

 

4. If you answered both security questions correctly, your profile is unlocked, and you can create a new 
password. On-screen instructions guide you through the process. Choose Submit when finished.  
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Set a new password 

 

5. Security questions can only be used once, so you’ll need to change yours for the next time you need them. 
Choose Continue when finished to complete the profile unlock and password reset process.  

Change security questions and answers 

 

You can now log on to HSBCnet using your new credentials. 
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Disclaimer 

This user guide is prepared by HSBC Bank plc (“HSBC”) for issuance by it or another member of the HSBC Group, 
which comprises HSBC Holdings plc and its subsidiaries (“HSBC Group”).  The user guide is prepared for use by 
the relevant issuing HSBC Group member to provide the recipient with guidance in relation to the use of the HSBC 
Group’s products and services referred to in it.  It is not intended to constitute an offer of finance or other services, 
nor does it constitute accounting, investment, legal or tax advice, nor advice in relation to the suitability of the 
HSBC Group’s products or services for the recipient’s intended business purposes or activities.  The recipient should 
not rely upon the contents of the user guide and must obtain its own advice in this regard. This user guide should 
be read in its entirety together with all other relevant terms, guidance and information made available to the 
recipient in connection with the products and services to which it relates. The HSBC Group does not warrant that 
the user guide nor any information contained in it is complete or accurate, including any material sourced from a 
third party and reproduced in the user guide.  Any information or opinions are provided as at the date of the user 
guide and are subject to change without notice at any time. This user guide is intended solely for use by the recipient 
to whom it is made available by the relevant issuing HSBC Group member. It should not be photocopied, 
reproduced, distributed, or disclosed in whole or in part to any other organisation or person without the prior written 
consent of HSBC or other relevant issuing HSBC Group member, each of which excludes any liability in connection 
with the user guide to the maximum extent permitted by law. 

Disclosures 

HSBC Bank plc is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct 
Authority and the Prudential Regulation Authority. It is listed with the registration number 114216. HSBC Bank plc 
is a company incorporated under the laws of England and Wales with company registration number 14259 and its 
registered office at 8 Canada Square, London E14 5HQ. HSBC Bank plc’s registered VAT Number is GB 365684514. 

HSBC Continental Europe (HBCE) is a public limited company (a société anonyme) with registered office at 38 
avenue Kleber 75116 Paris, registered with the Paris Trade and Companies Register under number 775 670 284. 
HBCE is authorised as credit institution and investment services provider by the Autorité de Contrôle Prudentiel et 
de Résolution (ACPR), regulated by the Autorité des Marchés Financiers and the ACPR, supervised by the European 
Central Bank as part of the Single Supervisory Mechanism. 

Copyright: HSBC Bank plc 2025. ALL RIGHTS RESERVED. 
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