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PURPOSE OF THIS GUIDE

Old Mutual is offering a secure digital channel where members of a Retirement Fund can

submit their Withdrawal or Retirement Claims. This guide explains how Retirement Fund 

Members can use this new service that allows a member of a retirement fund to submit exit 

details and supporting documentation via the existing Member Web. 

A withdrawal or retirement claim can be initiated via Payroll (current process) or the member

using the MyClaim portal (New). When a claim is initiated, the details must be confirmed by 

both parties (Member and Employer).

Employer Initiated Claim (Payroll)

Member Initiated Claim
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BENEFITS OF THIS CHANGE

The introduction of the new digital channel aims to improve the member’s claim experience.
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  GLOSSARY OF TERMS

Important terminology or information to be aware of when using this guide.

TERM DESCRIPTION

Exit Date

•

•

Note: This date must be the same as the exit date that your employer 

submitted/captured to prevent a delay in your claims process. Please confirm 

this date with your employer before capturing your claim information.

Exit Reason

•

o

o

o

•

o

•

o

Note: The exit reason must be the same as the exit reason that your employer 

submitted/captured to prevent a delay in your claims process. Please confirm 

and agree on the exit reason with your employer before capturing your claim 

information.

MOM •

ROT •

SSA •
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SECURE SERVICES – MEMBER REGISTRATION

Members who do not have access to the Member Web (MyOldMutual) must register for the 

service on the Old Mutual Secure Services site. It takes approximately 24 hours for an 

individual’s profile to reflect on my secure services after registration.

Old Mutual Secure Services is an online facility that allows you to closely monitor your 

retirement fund and other products you have, all in one place.

HELP DURING ONLINE REGISTRATION/LOG-IN

If you are experiencing challenges with the Secure Services registration or login process, please 

clear your browser data. Should challenges persist, send an email to help-

secure@oldmutual.com for assistance or call us on 0860 60 65 00. 
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CLEARING BROWSER DATA

The steps to clear the browser may differ depending on the Browser that is used. 

Microsoft Edge Google Chrome

• Click on the 3 dots (an ellipsis) at the top of 
the browser page.

• Select SETTINGS from the dropdown menu

• Click on the 3 dots (an ellipsis) at the top of 
the browser page.

• Select CLEAR BROWSING DATA from the 
dropdown menu

• Select PRIVACY, SEARCH AND SERVICES

• Click on the CHOOSE WHAT TO CLEAR
button

• Ensure that the “Time range” is ALL TIME

• Click on the CLEAR DATA button

• Ensure that the “Time range” is ALL TIME

• Click on the CLEAR NOW button
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When browser data has been cleared, you can continue with the registration process.

Go to the Home page
oldmutual.co.za in a browser.

STEP 1

Click on the LOGIN button.

STEP 2

To register, select “Register for a Service” from the 
dropdown menu.

STEP 3
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Complete all Personal and Contact information

STEP 4

Note: When the ID TYPE is “Passport”, the “Country of Issue” must be selected from the 
dropdown menu.
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Select Terms & Conditions tick box to accept.

If not ticked, an error message will appear, and you cannot continue the registration 
process.

Click the Terms & Conditions link to read the terms and conditions.  When you click 
on the link, the Terms and Conditions will open in a separate tab.  

The Terms and Conditions can be printed by scrolling to the bottom of the screen 
and selecting the PRINT button.

Switch between tabs to go back to the Registration process.

STEP 5
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Select the I’m not a Robot tick box. 

Follow the ReCAPTCHA verification steps.

Click on the NEXT: CHOOSE YOUR LOGIN DETAILS button.

STEP 6
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Follow the guidelines and CREATE USERNAME

Follow the guidelines and CREATE PASSWORD

Note: the green ticks next to the username and password indicate that the fields were completed 
correctly. These details should not be shared with anyone.

Insert the 4-digit code sent to your cell phone number.

Click on the COMPLETE REGISTRATION button.

STEP 7

Jsoap@123

Once you have finalised this registration, it will take 24 hours for your personal details to 

reflect on the system, however, you will have access and can log in. 

PLEASE 
NOTE:

The green ticks next to the username and password indicate that the fields were 

completed correctly. These details should not be shared with anyone.

PLEASE 
NOTE:
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SECURE SERVICES – EXISTING MEMBER

All registered members will follow these steps to log in: 

Go to the Home page
oldmutual.co.za in a browser.

STEP 1

Click on the LOGIN button.

STEP 2

Select MyOldMutual from the dropdown menu.

STEP 3

Insert USERNAME and PASSWORD.

Click on the LOGIN button.

STEP 4

Jsoap@123

**************
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MYCLAIM – MEMBER

Once logged in, an overview page will be displayed. A member must follow these steps to 

submit a claim: 

Select the SAVE & INVEST link.

STEP 1

Select your Retirement Fund Investment link.

STEP 2



21

Select the “GO TO OLD MUTUAL” button.

STEP 4

Select the “MYCLAIM” link.

STEP 5
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A box will be displayed with all the requirements that you will need to submit the 
claim. 

When you have all your required information and documents, click on the CONTINUE
button.

STEP 6

• At the top of the page, it will reflect the mandatory steps required to submit the claim.

• This is a dynamic stepper, and additional steps may be added depending on the 
Benefit Payment Options selected.

• When each section is completed successfully, it will be updated with a green tick.

• Should you wish to review or update any of the completed sections, you can click 
on the PREVIOUS button on the page or the mandatory step at the top of the screen. 

PLEASE 
NOTE:
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The Personal Details (Name, Date of Birth, and ID number) reflected on the page is the 
details that Old Mutual has on record. Should any updates be required, kindly 
contact the call centre on 0860 20 30 40 or request your employer to update it via 
the payroll process. 

The tax number and tax status may be updated if the field is blank or if the details 
are incorrect.

The Contact and Address details must be completed. This information is important to 
keep you updated on the status of your claim.

When all the information is checked and updated, click on the CONTINUE button to 
move to the next section.

STEP 7 – Personal details
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Employer exit details - when details are populated in these fields, it means that your 
employer has submitted your claim details to Old Mutual via the payroll. If it is blank, 
your employer will be informed of your claim and will be required to verify and 
confirm your exit details.

Employee exit details – The exit reason and exit date must be completed and should 
correspond to the information submitted by the employer. The applicable Benefit 
Payment Options (Withdrawal/Retirement) will appear after this information is 
entered. Should the exit details differ from what the employer inserted, there may be 
a delay in the claim payment.

Benefit Payment Options – Depending on the selection made here, additional 
information may be required. Click on the dropdown arrow next to each option for 
more details.

Claims against your benefit – Select if applicable (Supporting documents must be 
uploaded). 

When all the information is checked and updated, click on the CONTINUE button to 
move to the next section.

STEP 8 – Claim details
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Benefit Payment Options

• The part cash/part transfer option is an 
example that will cover most of the Benefit 
payment options and display the steps 
required for the other payment options.

• When selecting this option, additional 
pages/screens called Transfer details and 
Banking details are added to the stepper 
at the top of the screen. 

On the Transfer Details page, the member must do the following:

• Insert the Cash amount that the member wants. The balance will be calculated 

and automatically populated in the Transfer Value field.

• In the Retirement Fund Details section, click on the Search icon.

• A pop-up block will open where you can search for the Transferee Fund. The Funds 

displayed are all the registered approved funds listed on COMPASS. Click on the 

tick box to select the Fund.

• Click on the SELECT FUND button.

When the Fund is selected, the Fund’s banking details will be populated. The member 

can add contact details of the Fund if available.
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• All the details must be checked. Another Fund can be added by clicking the ADD 

ANOTHER FUND + button, should the member wish to split the transfer portion 

between multiple funds. 

• When everything is completed, click on the CONTINUE button. This will take you to 

the Banking Details page.
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When you select Cash as one or part of the benefit payment options, you will be 
required to insert your banking details and may be required to upload a copy of your 
stamped bank statement, less than 3 months old, reflecting your name and ID number.

In the Bank name field type a part of the bank name and select the bank from the 

dropdown list. The branch code and Branch name will populate automatically 

based on the bank selected.

Insert the Account number. 

Select the Account type i.e. Current, Savings or Transmission Account

Click on the CONTINUE button.

STEP 9 – Banking details
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Claims against your benefit

Claims against a benefit must be indicated on MYCLAIM and supporting documentation 

must be uploaded. These claims are regarded as liens. 

A lien is an amount owed to a 3rd party, deductible from the member account balance.

An employer must add an employer lien when they confirm the member’s exit details on 

MYCLAIM. The available liens that the employer can submit are:

•
•

A member must add the following liens, if applicable, when they submit their claim. 

•
•

A lien can be added to any of 

the benefit payment options. 

When the claim is ACCEPTED & 

SUBMITTED on MYCLAIM, it will 

create a lien transaction in 

CHORUS. 

• A lien transaction will require the claims administrator to perform 

additional steps in processing the claim. 

• The Claims administrator must first update the lien amounts in COMPASS 

before updating and completing the lien transaction in CHORUS.

PLEASE 
NOTE:
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When you select Transfer as one or part of the benefit payment options, or if you 

selected a claim against your benefit, you will be required to upload additional 

documentation. 

When you have uploaded the document, A block will appear to confirm that you 

want to attach the selected document. Click on the YES button.

When you have uploaded and checked all the documents, click on the 

CONTINUE button.

STEP 10 – Documents
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The last section will display all the information inserted in the previous sections. The 
information must be checked and if anything must be amended, click on the 
PREVIOUS button until you get to the required section. 

Read through the terms & conditions and tick the check box.

When you have checked all the information, click on the ACCEPT AND SUBMIT CLAIM
button. 

STEP 11 – Confirm
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PLEASE NOTE:

• When your bank account details could not be 

verified or a manual verification is required, 

the following Error message will be displayed.

• Click on the GO BACK TO MYCLAIM button. 

• On the Confirm page, click the ACCEPT & SUBMIT 

CLAIM button again.

Automatic account verification (AVSR) only occurs when you ACCEPT & SUBMIT

a claim on the Confirm page, and is done for the following banks:

• Standard Bank

• Nedbank

• ABSA

• First National Bank (FNB)

• Click on Documents on the stepper at the top of the screen.

• On the Documents page, the member must upload a bank statement.  

• A block will appear to confirm that you want to attach the selected 

document. Click on the YES button.

• Click on the CONTINUE button.
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When your claim has been accepted and submitted, the following information will 
be displayed outlining the expected steps that will follow. 

Click on the DONE button to complete the process.

STEP 12 – Done
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MYCLAIM – SUPPORT

Once all claim information is verified and submitted, the automated claims process is 

triggered. The member will be kept informed on the progress of the claim via SMS 

communication.

Secure Services registration or login: 

• Email: help-secure@oldmutual.com

• Call 0860 60 65 00

Personal detail updates:

• Call centre: 0860 20 30 40

Financial Advice (Benefit Options)

• Consult your personal Financial Advisor or

• Employer appointed Financial Advisor or

• Old Mutual Consultant: 

o Email: membersupportservices@oldmutual.com

o Call: 0860 38 88 73

PLEASE NOTE THE CONTACT DETAILS FOR ADDITIONAL SUPPORT:



 

 
 

 

Contact your Old Mutual Financial Adviser or your Broker. 
oldmutual.co.za 


