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1. INTRODUCTION 

1 INTRODUCTION 

One of the main objectives of the Government Pensions Administration Agency (GPAA) with 

respect to embarking on the Pension Case Management (PCM) project was to improve on the 

effectiveness and efficiency of the electronic submission of exit documents to the GPAA by 

Employer Departments. The benefits of PCM include reducing the overall time spent by the 

employer to channel exit cases to GPAA, reducing employer re-work of cases through system 

validations, thus allowing the capturing of more cases, reducing case processing time through 

system validations, random allocation of cases between Capturers and Verifiers which assists 

towards reducing the risk of fraud and improved overall productivity for Employer Departments 

and the GPAA.  

 

The User Guide aims to provide support and process guidance to end users at all government 

departments and agencies that make use of the PCM application when submitting their exit 

applications electronically. 

 

2. TARGET AUDIENCE 

All GPAA clients that intend to submit and manage their pension exit applications electronically. 

3. SUPPORT CHANNELS 

Below is a list of the GPAA support areas and their respective support channels. 

3.1 CASE TRACKING AND CASE PROGRESS 

The following GPAA channels are to be used for case tracking and status updates in 

descending order: 

 

 PCM “Case enquiry” function 
 Designated GPAA Client Liaison Officer 
 PCMonline@gpaa.gov.za 

3.2 PCM APPLICATION SUPPORT 

 

 PCM notice board on PCM Home Page (system availability) 
 First point of contact if the PCM system is unavailable  
 PCMonline@gpaa.gov.za 

 

 If there is no notice of system unavailability and the system is inaccessible 

 If you need to change details e.g. id/passport number (substantiated proof to be attached) 

 

mailto:
mailto:
mailto:


Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 4 of 110 
 

  Any PCM Online system errors (e.g. page cannot be displayed, etc.) must please be 
reported to PCMonline@gpaa.gov.za (Please see the below screen) 

 

          

 

 Any PCM Online "membership could not be matched" or "Person not Found" errors must 
be sent to PCMonline@gpaa.gov.za (Please include a screenshot of the error) 

 

 Designated GPAA Client Liaison Officer 

In the event of the above 2 channels not being available or not responding 

3.3 PCM ACCESS AND ROLE SUPPORT 

 

  PCMonline@gpaa.gov.za 
 

Please ensure that the PCM system access application form(s) is/are completed and 

signed. Application forms can be downloaded from http://gateway.gepf.gov.za/wp-

content/uploads/2016/08/BSS-31A-System-Access-appl-PCM-Portal-V2-External-

users.pdf 

 

 Any PCM Online password reset or new user registration requests (BSS31A forms) must be sent 
to PCMonline@gpaa.gov.za 

 

4. SYSTEM CAPABILITIES 

 

 Open your browser of choice. You can use internet explorer 10 or 11, or the latest versions 

of Firefox and Chrome. 

 

 Copy the following URL: https://gateway.gepf.gov.za/pension-case-management/ and 

paste it into the address bar as shown below. 

 

mailto:PCMonline@gpaa.gov.za
mailto:PCMonline@gpaa.gov.za
mailto:
mailto:
http://gateway.gepf.gov.za/wp-content/uploads/2016/08/BSS-31A-System-Access-appl-PCM-Portal-V2-External-users.pdf
http://gateway.gepf.gov.za/wp-content/uploads/2016/08/BSS-31A-System-Access-appl-PCM-Portal-V2-External-users.pdf
http://gateway.gepf.gov.za/wp-content/uploads/2016/08/BSS-31A-System-Access-appl-PCM-Portal-V2-External-users.pdf
mailto:PCMonline@gpaa.gov.za
https://gateway.gepf.gov.za/pension-case-management/
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 Press enter on your keyboard or click the go button. 

 

 The PCM login page will now load. Should you get the 401 unauthorized page (see 

screenshot below), click the refresh button on your browser or press F5 on your keyboard. 

If you do not get the 401 unauthorized message as seen below, skip to the next step 

 
 

 The login page should now display as follows: 
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Troubleshooting common connection problems 

 

If you have followed the previous steps and PCM still does not show the login page, follow 
these steps: 

 Check to see if you have internet connectivity. Navigate to www.google.co.za and check 

if you land on the Google page. If not, then there is a problem with your internet. Please 

contact your IT administrator to diagnose the issue. If you can connect to the internet, 

move to the next step. 

 

 Determine whether PCM is working. Use another machine with an internet connection and 

try to access PCM. If the other machine can connect, you might have a connectivity issue 

on your personal machine. Please contact your IT department. 

 

 If PCM is not connecting on any other machine in your office, then test to see if you have 

a problem with your network. On your cell phone or any other internet device, type in the 

URL and connect via the device internet. If you can connect on your phone, but not on 

your machine, there might be a problem on your network. Contact your IT administrator to 

diagnose the issue. 

 

 If you cannot connect on your phone or any machine in the office, then please send an 

email to PCMonline@gpaa.gov.za stating that you cannot connect to PCM. Our support 

personnel will raise the issue and log a ticket on your behalf. The issue will be escalated 

to GPAA’s technical team for resolution. 

 If all is in order the following screen will be shown. You will then see “Important Notice 
“and “System Availability” as shown in the inner box of the screen. 
 

              

 
 If you navigate to “Important Notice” and double click, the following screen will be shown. 

 

http://www.google.co.za/


Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 7 of 110 
 

         

 
 When you scroll down 
 You can drill down by placing cursor on any subject (1 – 6) to view changes. 

          

 
 If you navigate and click on “System Availability" on the inner box of the login screen, the 

screen below will be shown. 
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5. SYSTEM OPERATIONS 

 LOGIN 

Open browser and navigate to https://gateway.gepf.gov.za/pension-case-management/ 

The page below should be displayed 

 

 

               

 
 Insert username that was allocated to you by GPAA and your password in the respective 

fields on the screen 
 

            

 
 After inserting the username and password, click the Login button. If the username and 

password is incorrect or has not been granted access, the screen below will appear. 
Before contacting PCMonline@gpaa.gov.za for support, please re-check and retry 
username and password 
 

https://gateway.gepf.gov.za/pension-case-management/
mailto:PCMonline@gpaa.gov.za
mhtml:file://C:/Users/010s46.CIVPEN/AppData/Local/Temp/Rar$DIa0.294/Problem_20170129_1427.mht!screenshot_0003.jpeg
mhtml:file://C:/Users/010s46.CIVPEN/AppData/Local/Temp/Rar$DIa0.294/Problem_20170129_1427.mht!screenshot_0007.jpeg
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 If username and password is correct and you have access, the following screen should 

appear. 

 You will see on the upper right-hand corner of the screen, your name, as given in your 

access form and captured by GPAA. 

            

 When you click on the name, you will see a drop down menu as shown below. 

           

mhtml:file://C:/Users/010s46.CIVPEN/AppData/Local/Temp/Rar$DIa0.691/Problem_20170129_1436.mht!screenshot_0002.jpeg
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 When you click on “My Profile” you will see your details as captured by the GPAA. When 

you click on “Logout”, the open session will end. 

               

5.1 CAPTURER PROFILE - CREATE A CASE 

 

 The Capturer must use the “Create Case” function on the left-hand side of the page to 
create the case, as shown below. 

 

          

 

 After selecting “Create Case”, go to “Type of Exit”. The drop-down menu to select the 
relevant exit option e.g. Retirement, Resignation, Discharge or Death in Service must be 
accessed.  
 

 Choose the applicable exit type option  
 

 The selection will then allow you to access and enter the applicable termination date under 
the “Service Termination Date” field, either by typing in the date or selecting it from the 
date widget as shown below.   
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 You will then see the “Search” criteria as displayed below: “ID Number”, “Passport 

Number”, “Member Number”, “Employee Number”, and “Personal Details”.  

 

 

 

 You may select any option within the “Search” criteria e.g. “Member Number”, then insert 

the member number of the exiting official and click the “Submit” button to proceed. 

 The screen below will be shown.  

 

 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0009.jpeg
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0011.jpeg
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 Click on the "SELECT" button to open and view the detailed case information.  
  See screen below. 

 
  You will notice that there are tabs (headings) on the screen.  e.g. “Personal Details”, 

“Employment Details”, “Payment Details”, Supporting Documentation” and “Employer 
Representative”. 
 

 Take note that the type of exit chosen will determine the amount of tabs to be displayed 
and completed e.g. Retirement, Discharge, and Death will have additional tabs to be 
completed.  

5.1.1 RESIGNATION - PERSONAL DETAILS TAB 

 

         

 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0016.jpeg
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0020.jpeg
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 Complete the personal details tab as per id/passport information. 

  If the personal details displayed on the screen (id/passport/dob) differs from the id/passport, 

send an e-mail to PCMonline@gpaa.gov.za with the relevant proof of change as the “locked” 

fields (greyed out fields) cannot be accessed/amended by you. 

 All fields that are marked with the red asterix (*Required) are compulsory.  

 

                     

 Add street name and number on the street name and number field as shown above. 

 Search for the suburb by clicking on suburb search field as shown above. 

 The suburb will be populated by the system. 

mailto:PCMonline@gpaa.gov.za
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0017.jpeg
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 Pop up screen will be displayed as shown above 

 Add address details search by suburb then click continue. 

 On postal, address details dropdown menu, select the postal code from the dropdown list  

 

           

 Click continue as shown above 

 Once suburb is selected, City will be added by the system 
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 Select Province from Province/State dropdown menu as shown above 

 For the postal address do the same. 

 After all the information is completed in the fields of the “Personal Details” tab, click 

on the "Start Application (green) button" at the bottom right hand side of the screen 

to proceed or alternatively click on the “Cancel” button on the bottom left hand side 

of the screen if you wish not to continue with the application. 

 You will not be allowed to access the “Start Application” button if you have not completed the 
fields on the screen. If this occurs, recheck to see if all information has been completed. 

 If you still cannot access the “Start Application” button, send an e-mail of the screenshot to 
PCM online.  

 By clicking on the “Start Application” button, you will now start/activate this case and proceed 
on to the “Employment Details” screen. 

 A case reference number will now appear above the tabs. See screen below 
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5.1.2 EMPLOYMENT DETAILS 

 Amend employment details if required. 

 

              

 

 When you scroll down the “Employment Details” screen, the annual pensionable salary scale 

details will be reflected.  

 The last 3-year salary scales are required to be completed. 

 Use only rands (R) for the salary scales. No cents are to be used. Round off to the nearest 

rand value. 

 Bought service, The Z102 will be populated with what is on GPAA systems. The employer 

Capturer will not be allowed to capture Purchase of Service period.  

 Break in Service, the employer can only capture the period over 120 days. 
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 Next, click on the "Get Rules” button. 
 Then proceed to the “Reason for Termination” field. 

 

         
 

 Click on the "Open/Drop down” button to select the reason for termination from the list.   

 

 Select the correct reason from the listed items e.g. Resignation: Own Account as shown below. 

  

         

 

 The following screen with “Age at Exit”, “Pensionable Years”, “Exit Rule” and 
“Total Debt” will be shown. 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0027.jpeg
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0029.jpeg
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 Select the “Proceed” button to continue or 

  Select the “Back” (black button) on the left side at the bottom of the page to go back. 

 

                   

  
 

 5.1.3 PAYMENT DETAILS 

 

 Proceed to the “Payment Details” tab, 
 Select “Method of Payment (Applicant)” as shown in the below screen. 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0030.jpeg
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 Select the method of payment from the drop down list e.g. “Bank or International Bank” as 
shown below.  

 

          

          

 
 After you selected, you will notice that other fields will be shown e.g. Name of account 

holder, Bank Name, Branch Name, Branch Code, Account number  as shown in the 
below screen. 

 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0033.jpeg
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 Proceed to complete the bank details as prompted by the requested fields. 
 Fields may already be pre populated if the GPAA has the relevant information. 
 If the pre-populated fields have information that differs with the bank form to be submitted, 

change the information to be aligned with that of the bank form. 

            

  

 To proceed with the case, click on the "Proceed” (green push button)  
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5.1.4 SUPPORTING DOCUMENTS 

 Next is the “Supporting Documents” tab.  
 Tick “Yes” (radio button)" for the attached documents or “No” if documents are not attached. 

The system will require your choice to proceed. 

   

 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0035.jpeg
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 After completing the screen, you will need to upload your supporting documents. 

 

 To upload documents, click on the “Browse button" as shown below 
  Documents must be in pdf format and not be bigger than 5MB.  

 

 

  

  

 Browse through the documents library list to “Upload" the correct document. 

 

 Select / Choose File or document/s to Upload.  

 

 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0058.jpeg
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0054.jpeg
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 The uploaded document/s will be seen on the upload queue as shown below 
  Click on the “Upload” (green button) to upload the document. 

 

  

 You will be able to view on the queue, the document’s name, size, progress and status of the 
upload. 

 

 

 
 Click on the "Proceed” (push button) to continue after the upload has been completed 

successfully 

  

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0059.jpeg
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0060.jpeg
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5.1.5 EMPLOYER REPRESENTATIVE 

 After clicking on the “Proceed” button the Employer Representative screen will be reflected. 
  You will see details of the user who processed the claim e.g. Full Names, Designation, 

Telephone number, Address (your user details). 

 

        

 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0061.jpeg
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 You may choose to open and view the Z102 for correctness by accessing the “View Z102” 
button.   

 You may also click the “Back” button to go to the previous screen if you wish to make 
corrections. 

 

 

 Click on the "Submit Application” (push button) to forward / submit your application. 

  
 

 

 A screen with the name of the member and the WT reference number e.g.  
"WT2017013111401848867” will pop-up with the message to proceed to send the application to  
the Verifier as seen below. 

  

 

 Click on the reference number. 
  It will be highlighted and a menu item box will be shown as shown below 

 Click on "Copy” (in the menu item box), to save the reference number for future reference.  

 

  

 Click on the "Proceed” (push button) to send the application/case to the Employer Verifier  
as shown below. 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0064.jpeg
mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0066.jpeg
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 The application will now be forwarded to the Verifier. 
 It will not reflect in your Inbox thereafter. 

 

5.1.6 SHORT MESSAGE SERVICES (SMS) 

 The barcode of the rejected PCM case will be included in the sms e.g. “Dear GEPF 
member, the GPAA returned your pension benefit application. Kindly contact HR office for 
more information. Reference 9258403144 for rejection”.   

 

5.1.7 THE ACCOUNT HOLDER VERIFICATION (AHV) REJECTION REASONS 

 These rejection reasons will reflect on the top part whereby other warnings reflected. The 
table below is only there to give list of reasons that can show at any instance. Take note 
of the new addition “No rejection reason provided by bank”. 

 

Reason Code Description 

A Incorrect Bank Account Number or No Match Found 

B Incorrect ID Number or Company Registration Number 

C Incorrect Initials 

D Incorrect Name Or Incorrect Supplier Name 

I Unique ID must be unique 

J Function name is mandatory 

K Request area is mandatory 

L Person type is mandatory 

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0067.jpeg
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M Bank code is mandatory and should be valid 

N Branch name is mandatory and should be valid 

O Branch code is mandatory and should be valid 

Q Account type is mandatory and should be valid 

R Account number is mandatory and should be valid 

S Title is mandatory 

T Initials are mandatory 

U First names are mandatory 

V Surname is mandatory 

W Identity number is mandatory 

X Company name is mandatory 

Z No rejection reason provided by bank 

 
 PCM allows the employer Capturer to capture banking details. 
 The GPAA submit banking details to National Treasury for validation, if bank validation 

fails, the case will be sent back to employer Capturer Inbox for corrections. The bank 
validation reason/s for failure will be displayed in the comment section of the Case 
Enquiry. 
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 6. OTHER EXIT TYPES 

 You will notice that the above mentioned process dealt with the Resignation Case, 
Members “Own Account”. 

 The following processes will show the following: Resignation Transfer, Retirement, 
Discharge and Death in Service. 

 
 

 6.1 RESIGNATION TRANSFER 

 
 

         

 
 Click the “create case” button 
 Type of exit 
 Service termination date 
 The following screen will appear after you have put the correct date to terminate service. 
 Load the search criteria and submit. 
 Click on the “Select” button  
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 Complete the personal details tab. 
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 Click the “Start Application” green button on your bottom right-hand side of the page to 

proceed with the application. 
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  Proceed to the “Employment Details” tab. 

 

 

 
 Verify the details on the screen as you scroll down the page. 
 Change/amend where required 

 

      

 



Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 32 of 110 
 

 

 
 Click the “Get Rules” button   
 Proceed to the “Reason for Termination” drop-down menu. 
 Select the correct option. 

 

        

 
 Exit Rule and Exit Sub-Rule will be populated accordingly, as per your selection. 
 Verify if your selection is  correct according to the GPAA exit rules. 
 You will also notice that when you click on the “Total Debt” button, the field will appear 

where you can write the amount owed by the member according to documents you have. 
 You will also click in the “Debt Dispute” box if there are any disputes. 
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 If there is a “Break in Service” of less than 120 days, the system will indicate as follows. 

Here the GPAA rules must apply on the treatment of 120 days. 
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 Leave Without Pay (LWP): Only the period over 120 days the capturer can capture. 
 

 In the “Method of Payment” field you will select “Transfer to External”  

      

          

 
 When selecting “Method of Payment” to “Transfer to External” the system will take you to 

transfer to external box where you will fill-in the approved Fund details as shown below. 

 

            

 
 Complete the FSB number or SARS registration number details. 
 Click the “Search” button. 
 The external Fund details will then be populated, if on the GPAA records. 
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 When finished you will click the “Proceed” button to go to the next tab. 
 Next step will be the “Supporting Documents” tab, whereby you will tick either “Yes” or 

“No” according to documents you have. 
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 After ticking “yes” or “no” you will go to the “Document Management” section to upload all 

available documents as ticked. 

 

          

 
 You will go to the “Document Library” to up-load documents after you have scanned them 

to you computer. 

 



Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 37 of 110 
 

         

 
 After choosing the file to be uploaded, you will see the name of the “File” as well as it’s 

“Size”, “Progress” and “Status”. You can view the uploaded files if you click on the “View 
PDF” button. 
 

 You can also “Remove” the file by clicking on the “Remove” (red) button as shown below. 
 

 If satisfied with the upload, click the “Proceed” button to go to next tab. 

 

           

 
 Next step will be the “Employer Representative” tab. Here your details will be shown 

according to how the GPAA has captured them. 
 If satisfied, click the “Submit Application” button.  
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 After clicking the “Submit Application” button, the system will show the following screen. 
 Save the case reference number. 
  If satisfied, click the “Proceed” button to submit to the Verifier. 

 

        

 

 The application will now leave your Inbox and proceed to the Verifier queue. 

  6.2 RETIREMENT 

 Click “Create Case” 
 Select the “Type of Exit” as “Retirement” as shown below. 
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 Fill in the termination date. 

        

 
 Search the member records according to different search criteria as shown below. 
 Click the “Submit” button. 
 You will notice that if the case requires Enhanced Spouse, you need to click “Yes” button 

as shown below. 

            

 
 Click “Select” in the “Results” section as shown below. 
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 Start verifying the member’s “Personal Details” as shown below. 
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  Click the “Start Application” button to proceed to the “Employment Details” tab. 

 

        

 
 Verify salaries as per the documents you have. 
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 Scroll down the page to the “Get Rules” button. 
 Click on it and proceed to the “Reason for Termination” drop-down menu. 
 Verify “Exit Rule” as per GPAA exit rules.  

 

         

 

 
 Scroll down  the page  to the “Proceed” button. Click on it to go to the next tab which is  

“Payment Details”. 

 



Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 43 of 110 
 

 

 
 Select the “Method of payment (Applicant)” field and choose the appropriate option. 
 Complete the details of the bank account holder as per the bank form. 

 

          

 
 Select the “Proceed” button to continue when completed with the “Payment details” tab.  
 The next tab is the “Additional Information” tab as shown below. 
 Please note that this tab reflects because the exit type is “Retirement”. 
 You will be required to complete the “Next of Kin” details as shown below, as per the 

documentation you have. 
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 Scroll down the page until you get to the “Medical Benefit Particulars” as shown below. 
  If a member chooses to continue with the medical subsidy, documentary proof  must be  

attached. 
  Tick the box “Does the member/spouse wish to continue with membership” and complete 

the respective fields. 
 If the member does not want to apply for the medical aid subsidy, do not tick the box. 
 Scroll down to the bottom of the page and click the “Proceed” button. 
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 You will notice that because the case is Retirement Enhanced Spouse, the following 
screen will be shown. 

 

        

 

         

 
 You will need to click on the Generate ESP1 and the form will be generated as shwon 

below and print it. 
 You will then fill Spouse details, if there are more than 4 Spouses duplicate this form. 
 Then attach the form to the package by uploading it as you did with other documents. 
 GPAA will create a quotation and attach to the case send back to Employer for the 

member ‘s consideration, acceptance and return to GPAA for further processing. 
 Note that where a request for quotation is required, the Retirement exit case will be held 

pending the return of signed/accepted quote from the member. 
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 You will go to the bottom right part of the screen and click Proceed to go to Supporting 

documents tab. 
 The “Supporting Documents” tab must be completed in the same manner as the 

Resignation case tabs in the above examples. 
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 The  “Employer Representative” tab  must be treated similar to the Resignation cases 

above. 
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6.3 EARLY RETIREMENT WITHOUT PENALISATION OF PENSION BENEFITS 

 Click “Create Case” 
 Select the “Type of Exit” as “Retirement” as shown below 
 Fill in the termination date 

          

 
 Search the member records according to different search criteria as shown below. 
 Click the “Submit” button. 

           

 
 Take note the below screen will show as a warning that “Termination date selected is in 

the Future”, if so click “Proceed”. 
 Click “Select” in the “Results” section as shown below. 
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 Start verifying the member’s “Personal Details” as shown below. 

      

 
 Fill-in address details as shown on Section 5.1.1 bullet 4 above (Resignation). 
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 Click the “Start Application” button to proceed to “Employment Details” tab. 
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 Verify salaries as per the documents you have. 

            

 
 Scroll down the page to the “Get Rules” button. 
 Click on “Get Rules” button and proceed to the “Reason for Termination” drop-down 

menu. 
 Click type of exit as “Retirement: Early Retirement Service Conditions” 
 Take note that the age of the applicant should be between 55 and 59 years. 
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 The following screen will be shown. 
 Take note that you need to tick on the box marked Additional Liability, Early Retirement 

2019 Dispensation and thereafter National Treasury.  
 The screen will show with “Red writings” warning you to check if sufficient approval has 

been obtained and attached as proof” 
 Sufficient proof among others will include “Letter from Treasury accepting liability”.  
 Take note further that the Exit Rule should be 14.3.1(b) as shown below.  
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 If there is no debt, scroll down and click “Proceed” on the bottom right of the page to go 

on “Payment Details” tab. 
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 Select method of payment from dropdown menu. 
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 Select the “Method of Payment (Applicant) field and choose the appropriate option. 
 Complete the details of the bank account holder as per the bank form. 

            

 
 Scroll down and click “Proceed” to continue to the next tab “Additional Information”. 
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 Please note that this tab is shown because the exit is “Retirement”. 
 You will be required to complete “Next of Kin” details as shown below, as per the 

documentation you have. 
 You will also see “Medical Benefit Particulars” when scroll down the page. 
 If member chooses to continue with the medical subsidy, documentary proof must be 

attached. You will then click on appropriate box for such. 
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 You will notice that because the case is Retirement Enhanced Spouse the following 

screen will be shown. 
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 You will need to click on the Generate ESP1 and the form will be generated as shwon 

below and print it. 
 You will then fill Spouse details, if there are more than 4 Spouses duplicate this form. 
 Then attach the form to the package by uploading it as you did with other documents. 
 GPAA will create a quotation and attach to the case send back to Employer for the 

member ‘s consideration, acceptance and return to GPAA for further processing. 
 Note that where a request for quotation is required, the Retirement exit case will be held 

pending the return of signed/accepted quote from the member. 

 

         

 
 You will go to the bottom right part of the screen and click Proceed to go to Supporting 

documents tab. 
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 You will then be presented with “Supporting Documents” tab, this should be completed 

according to all documents you have. 
 More over there should be a Form/Letter from National Treasury or Employer 

acknowledging liability for the debt for this exit type. 
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 Note on the following screen that the button indicating “A signed Form/Letter from 

Treasury or employer acknowledging liability for debt” should be ticked as the letter 
will be indicating approval as required. 
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 Scroll down if satisfied and click “Proceed” button 
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 You will then be presented with the “Employer Representative” tab. 
 Because the system recognizes you by User-id, it will populate your details. 
 Verify them and you can click “Submit Application” button 

           

 
 You will then be presented with the below screen, if satisfied you can continue by clicking 

“Proceed” button. 
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6.3 DISCHARGE 

 
 The Capturer creates a case and will then select the relevant “Type of Exit”. In this 

instance it will be “Discharge” 

 

          

 
 Service termination dates will be selected according to the documents at hand. 

 

       

 
 The “Search” can be done according to the available information e.g. ID, Passport, and 

Member Number. 
 Load the relevant information and click the “Submit” button. 
 After viewing the “Results” of the search, click the “Select” button 
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 Verify the member personal details and fill-in the “Required” fields.  
 

         

 
 Scroll down the page and click on the green “Start Application” button to go to next  tab 

which is the ‘Employment Details”. 
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 Verify the “Employment Details” tab  

 

      

 
 If there is no “Bought Service” and “Break in Service” go to the “Get Rules” button and 

click on it. It will take you to the “Reason for Termination” drop-down menu. 
 Select the relevant “Discharge” according to the documents you have e.g. “Discharge Ill 

Health Retirement”. 
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 After selecting the relevant “Reason for Termination”, the following will be populated: 

“Age at Exit”, “Pensionable Years”, “Exit Rule” and “Exit Sub-Rule” 
 If there is no “Departmental Debt” go to the “Proceed” button in order to go to next tab 

which is the “Payment Details” tab. 
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 Select the “Method of Payment” as per the choice of the member e.g. “Bank”. 
 Insert the “Name of the Bankholder” and select “Bank Name” from drop-down menu. 
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 Other fields like “Branch Code” and “Account Number” may be populated according to the 
information the GPAA has. 

 Select the “Account Type” from the drop-down menu according to the documents you 
have and click the “Proceed” button to go to the next tab which is the “Additional 
Information” tab. 
 

         

 
 Fill-in the “Additional Information” fields as shown below. 

         

    

 
 If the member chooses to continue with the “Medical Benefits” subsidy, tick the box and 

the medical fields will be reflected. 
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 Fill-in the “Medical Benefits” fields according to the documents you have. 
 “Total Years in Service” should also be filled. 
 Go to the green “Proceed” button in order to go to the next tab which is “Supporting 

Documents”.    

 

          

 
 The following tab will be treated like in the Resignation Cases above. 
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 After clicking “Proceed” the next tab will be the “Employer Representative” tab.  
 This tab will also be treated like in the Resignation cases above. 
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  6.4 DEATH IN SERVICE 

 The Capturer creates a case and will select the relevant “Type of Exit”. 
  In this instance it will be “Death in Service” as shown below. 

 

      

 
  You will notice that after clicking “Death in Service” as the type of exit, the “Type of 

Application” screen” will be reflected and a selection then needs to be indicated by 
clicking the relevant “Type of Application” e.g. “Spouse”, “Dependant”. 
 

  The “Service Termination date” will be selected accordingly.  
 

 Any “Search” criteria can be selected e.g. “ID Number”, “Passport Number”, “Member 
Number” as shown below. 
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 Click the “Submit” green button to continue. 
 Click on the “Select” button to continue after viewing the “Results” of your search. 

     

     

 
 You will then be taken to the “Personal Details” tab.  
 This must be treated like the Resignation cases above. 
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 If satisfied, click the “Start Application” button to go to the next tab which is “Employment 

Details” 
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 Click the “Get Rules” button in order to select the “Reason for Termination” after 

screening/amending the employment details. 
 

          

 
 In this instance it will be “Death”. 
 Choose the appropriate option. 
 The following fields will be populated: “Age at Exit”, “Pensionable Years”, “Exit Rule” and 

“Exit Sub Rule”. 
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 If satisfied, go to the green “Proceed” button to continue to the next tab which is 

“Dependants Details”. 
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  You will notice that this is a new tab because we are now dealing with a “Death” case. 

 

              

 
 Fill in the “Dependants Details” tab with the available dependants’ information that you 

have. 
 Note that the “Relationship to member” field is “Required”  
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 If you selected e.g. “Spouse”, “Spouse Status” will be “Required” as shown below. 

 

     

 
 The next step will be to “Add Dependants” if any. 
  In this instance there is a child. 
 The “Relationship to Member” is a “Required” field and it must be filled e.g. “Natural 

Child”. 
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 The child status is also needed e.g. “Full Time Student” 

       

 
 If satisfied you may go to the green “Proceed” button which will take you to the next tab 

which is “Applicant Details”. 
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 “Applicant Details” should be filled according to the information you have. 

 

         

 
 You will notice that in this instance the applicant is “Advocate” as this is a death case and 

the family might be represented by the Advocate. 
 Details should be filled as shown below and according to the documents you have. 
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 If satisfied, go to the green “Proceed” button to go to next  tab which is “Payment Details” 

 

         

 
 Select the “Method of Payment” according to the information that you have. 
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 In this instance the method of payment is the “Bank”.  
 The “Banking Details” fields will be reflected and the treatment will be the same as on 

Resignation cases above. 
 

          

 
 Scroll down the page to click the “Proceed” button. 
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 The next tab is the “Supporting Documents” tab. 
 Click either the “Yes” or “No” button as you proceed to complete this tab. 
 Upload your document/s 
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 If satisfied go to the green “Proceed” button to go to the next tab which is “Employer 

Representative”. 
 This tab should be treated similar to the Resignation cases above. 
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 Proceed to submit the case to the Verifier. 
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7. CASE ENQUIRY - CAPTURER AND VERIFIER 

 
 You will click on the “Case Enquiry” function on the left-hand side of the screen as shown 

below. 
 Use the filters below to search for a case e.g. ID Number, Employee Number, and Pension 

Number when you need to do an enquiry or status update on a case. 

 

 

 
 

 

 You will be required to insert the number according to the filter chosen e.g. Pension 
Number, and then click “Submit” 

 The “Results” will be shown on the middle part of the screen as shown below.   
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 You will need to scroll down the screen in order to see the bottom part of the screen. 

 

 

 
 At the bottom of the screen you will see the “Audit Log” as shown below. 
 You will be able to view the Status date, User Id, Username, Status and Comments of the 

case you need to enquire on. 
 Read the audit log from bottom to top 

 

 
  All the above examples pertain to the role of the Capturer. 

 
 The next section of the Employer User Guide focuses on the role of the Verifier. 
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8. EMPLOYER VERIFIER  

Notes to Remember: 
 

 Take note that all fields are “locked”(greyed out) for the Verifier profile which means that you 
will not be allowed to amend information in the respective fields. 
  

 Also note that if you reject a particular tab screen, you will still proceed through all the tab 
screens until completion of the application. 

 
  At the end of the verification process, such a case with a rejection will have to be rejected to 

the Capturer for correction. 

 
 If all tabs have been approved, you will be allowed to submit the application to the GPAA. 

 
 The Employer Verifier will login to the PCM application by using the user id and password 

allocated to him/her by GPAA as shown in the screen below. 
 If the case is for Special Dispensation Early Retirement without liability, the Verifier should 

check the warning on top of the screen as shown in the below screen and approve 
accordingly. 

 
 

 

  

 "Login” (push button) e.g. Username: SUB007 and password as the Verifier.  

mhtml:file://C:/Users/010q68/AppData/Local/Temp/Temp1_Resignation_01%20(2).zip/Problem_20170131_1140.mht!screenshot_0072.jpeg
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 After you have clicked the Login button, the screen below will be shown. 
 

          

 
 If there are cases in the Verifier Inbox it will be shown as per the following screen. 
 There is one case Pending. 
 You/Verifier should navigate the cursor and click on the name in the box showing “NEW” 
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 Click on the “View Application” button after identifying that it is the correct case that you 

intend verifying. 
 The “Personal Details” tab  will appear as shown below. 
 Take note that this is an example of a Resignation case. 

 

 
  You will scroll down the page verifying all the fields in conjunction with the supporting 

documents at your disposal. 
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 If you are satisfied with all the fields, you will scroll down towards the end of the screen to 

approve the “Personal Details” tab as shown below or alternatively if you identify any 
error(s), reject the tab screen and proceed to the next tab screen. 

 

 

 

 

 

 
 After approving, the next tab “Employment Details” will be reflected as shown below. 
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 If satisfied, you may proceed to approve or if not satisfied you must reject as shown in the 

below screen.  

 

 
 The following tab will be “Payment Details” where you will verify the banking details. 
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  Proceed to the next tab which is the “Supporting Documents” tab, after approving or 

rejecting the previous tab.  

 

 

 
 Approve or reject. 

 



Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 98 of 110 
 

          

 
 The following tab will be the “Employer Representative” tab.  

 

          

 
 This tab will provide you with the details of the Capturer as well as yourself as the 

Verifier. 
 Below these details, you will find the actions that you have performed for every tab 

screen, that being the actions of either “reject” or “approve”. 
 If you have approved all tab screens, you will be allowed to click the “Submit Application” 

button which will be activated. 
 This will allow you to then submit the application to the GPAA. 
 If you have rejected any tab screen, the “Reject Application” button will be activated 

which will then allow you to reject the application back to the Capturer. 
 
 



Government Pensions - COMPANY CONFIDENTIAL -  

Administration Agency  PCM Employer 

Version 5: Mar 2020 - COMPANY CONFIDENTIAL -   Page 99 of 110 
 

          
 

 After clicking the “Submit Application” button, the following screen will be shown 

 You will click the “Proceed” button so that the application can be submitted to the GPAA. 

 In either instance, the application will then be removed from your Inbox, which will allow you to 

proceed with the next application. 
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9. WITHDRAWING A CASE 

 

 The application can be withdrawn due to the following reasons (on Dropdown Menu): 

 Member has withdrawn termination of service. 

 Incorrect termination type has been selected. 

 New information has been received. 

 Other.   

 NB.  In the case where "Other" has been selected, the textbox should then pop-up where 
you will need to type the reason for the application withdrawal. 

 Select the "Withdraw Case"" function on the left hand side of the screen  

 Enter the Search criteria in order to search for the specific case to withdraw. 

      

 

Select the “Submit” button 

The search results will appear 

Select “Withdraw Application" 

The results will be like it is shown on the below screen. 
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 Scrolling down to the bottom of the screen you will be required to finish “Reason for 

Withdraw” (select from drop down menu) and also comments should be given in a 
comments box as shown below. 
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 After completing the reason and commenting, you must click on the “Withdraw” button and 

the following screen will be shown. 
  You must click “Proceed” and the request will be processed. 

 

 

10. REASSIGNING CASE 

 Click the “Reassign Case” function on the left hand side of the screen 
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 You can identify a case by using the "ID No.; Employee No.; Pension No.; CP No.; Barcode 
or Case Reference” to search for a case. 

 In the screen below the “Case Reference” was used. 
 

 

 

  
 

 Type/Paste in the reference number and click “submit” as shown below.  

 

 

  

 A search mouse wheel will start searching for that case. 
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 The case will open with all the details as shown below. 

 

 

 

  

 Navigate to the small box below the green box numbered 1. 
  Click into that small box for the assign functionality to be activated. 
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 Select the user, whom you want to assign the case to from the drop down arrow as 
shown below. 

 

 

  

 A list of users will appear on the drop down list. 
 Select who you want to assign a case to from the list. E.g. "Molefe Mpho (SUB007)"  
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 Click on "Assign” (push button) as shown below.   

 

 

  

 

 The case will be forwarded/assigned to the selected user’s inbox. 
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 The selected user can click on "Inbox” and use the reference number to view the case 
assigned to him/her. 
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11. SUPPORT AND FREQUENTLY ASKED QUESTIONS (FAQS) 

 
 Q. When I navigate to the PCM website, it gives me a 401 Unauthorized message. 

 
A. Refresh the page in your browser or press F5. The login screen should display. 

 
 Q. I can’t log in using my user name and password. 

 
A.  Retry using your username and password. If you still cannot login, send an email to 
PCMonline@gpaa.gov.za to reset your account.  

 
 Q. How can I reset my password? 

 
A. Log into your PCM account. In the right hand corner, click on your name which is a link 
and select “My Profile” option. On my profile screen, click the reset password button. 

 
 Q. As a capturer, when I search for a member, I receive no records? 

 
A. Firstly try all of the fields in the search criteria e.g. Pension number, Id number, Persal 
number etc. If you still cannot access the record, send an e-mail to PCMonline with the 
personal and employment details of the exiting member for further assistance or 
alternatively speak to your respective CLO to determine if the member record exists on 
Civpen.   

 
 Q. As a capturer, when I search for a member, I receive records which state that the case 

does not have an ID number, date of birth, Pension number, Passport, Persal number. 
What should I do? 

 
A. The above data is crucial to process the case. To proceed, send an email to PCMonline 
along with a screenshot of the screen to update the member’s information on Civpen. 
Make sure to attach the necessary supporting documentation. 
 

 Q. When I try to create a case, PCM says that there is an existing benefit application in 
progress. PCM will not allow me to create the case. 

 
A. PCM will not allow case creation if there is an application in progress through one of 
the GPAA’s other exit processes. You can ask your CLO to investigate the member 
records to identify who has exited the member. 

 
 Q. I’ve created a case on PCM but I selected the wrong type of exit. Can I change my exit 

type? 
 

A. Unfortunately you cannot change your exit type. You will need to request a withdrawal 
from your Verifier and then re-capture the case. 

 
 
 Q. I want to pend a case. How do I do that? 
 

A. PCM has no pend functionality. PCM will auto save as you move from tab to tab. The 
case will always be available with saved information by navigating back to your inbox. 

 
 Q. I created a case, selected case type and filled in personal details tab. Why is the case 

not in my inbox? 
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A. A case will only be created once a capturer clicks the start application button on the 
personal details tab and then moves to the employment details. If a capturer has not done 
that, all information captured will be lost. 

 
 Q. How can I track the status of my case? 
 

A. You can use the PCM Case enquiry function. Each PCM user can track the status of a 
case.  

 
 Q. Why can’t I navigate to the tab that I want? 
 

A. PCM will only allow you to move one tab forward or backwards. This is by design to    
move in a linear fashion. 

 
 Q. While on the “Certification Details” tab, I noticed that personal details are incorrect. 

How do I fix it? 
 

A. Send an email to PCMonline with the correct details. They will update it for you. 
 
 Q. As a capturer, when I click submit on a case, it disappears from my inbox. Where is my 

case? 
 

A. Your case has been sent to your employer Verifier. When it does get sent, it will 
automatically disappear from your inbox and be routed to your Verifier. 

 
 Q. For the capturer role, the request case button disappears. Where is it? 
 

A. The request case button will only become available if there are no cases in an inbox. 
  
 Q. As a Case Admin, when I try to re-assign a case, the list box with assign names is 

empty? 
 

A. You do not have rights to assign the case. Check where the case is. Odds are you are 
trying to re-assign a case that is currently not in the same pool as yourself. 

 
 Q. As a Case Admin, when I search for case, I get no return result even though the case 

is in the system. 
 

A. As a Case Admin, you may only re-assign a case if the case you want to re-assign 
belongs to the same organization and business unit as you. Check if the case belongs to 
your organization and business unit. If you are sure it does and the problem still persists, 
send an email to PCMonline. 

 
 Q. I get a server error when processing my application. What must I do? 
 

A. Many server errors in PCM are produced by internet connectivity issues. Log out of 
PCM, log into PCM again and try to capture the application again. If the problem 
persists, send an email to PCMonline with details on what you were trying to do when 
the error occurred. Make sure to send your username, the pension number/id 
number/persal for the case you are working on as well as a screenshot of the server 
error that you recei 

B. ved. We will investigate the issue and get back to you. 
 

 Q. I am not receiving emails from GPAA to say that my case was sent to GPAA. What 
must I do? 
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A. Your email is captured as part of your profile and was most probably captured 

incorrectly. Send an email to PCMonline with your current email address and ask them 
to update your email address. 

 
 
 
 
 
 


