
 
 
 
 
 
 
Here are some troubleshooting tips for My Account, the retirement system’s secure online 
portal for members and retirees. Click on the heading below to jump to that section. 
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My Account Troubleshooting
 



I. COMMON ISSUES 
 
Browser – You may have issues with My Account based on the type or version of the web 
browser you are using. Please be aware that Internet Explorer (IE) is not compatible with My 
Account. 
 
Recaptcha – If you are experiencing issues with the Recaptcha feature, or get a blank page 
after submitting login credentials when using Microsoft IE (Internet Explorer), try a different 
browser, such as Chrome, Edge, or Firefox.  
 
Device – While My Account is designed to be accessed on most computers, tablets, or 
smartphones, some devices may not be compatible. If you are having issues signing on, it 
could be due to your security settings. Try using a different device to login if you have access 
to one. 
 
Wrong link – NHRS has a separate, secure portal for participating employers called the Data 
Reporting System (DRS). Make sure you are using the My Account link and not the “Employer 
DRS Login” link to access your account.   
 

 
 

 
 
 
  



II. SIGN-UP/PIN ISSUES 
 
“Unable to verify your identity” error message – If you received the message below when 
attempting to sign up for My Account, it means the personal information you entered does not 
match what is on file with NHRS. 
 

We are unable to verify your identity. Please review your information, make any corrections and resubmit. If the 
personal information you entered is correct, please notify NHRS by selecting the Contact link above. 

 
Please contact us at 603-410-3500 as this will require additional troubleshooting to determine 
the cause of the error and how to fix it. 
 
PIN is invalid – Members and retirees creating a new account are mailed a unique Personal 
Identification Number (PIN) that is needed to complete the account setup. PINs expire 15 
days from the date the letter is generated. If you attempt to use an expired PIN, you will see 
the following message: 
 

The PIN you entered is invalid. If your PIN has expired, please follow the 
 Request PIN steps to receive a new PIN from NHRS. 

 
Once a PIN has expired, it cannot be reactivated. A new PIN must be requested on the My 
Account signup page.     
 
Login already exists – If you received the message below when requesting a PIN, it means 
you have already created a My Account username and password.  
 
A login account matching the information you entered already exists. If you have not previously created an account 

or have forgotten your account, please contact NHRS at 410-3500. 
 

You do not need a PIN if you already have an 
account. If you do not remember your username or 
password, please return to the “Welcome to My 
Account” page and click the “Forgot your Username” 
link to obtain your username. Once you have your 
username, please click on the “Forgot your 
Password” link to reset your password. 
 
 
 
 
 
 
 
 
 
 
 
 
 



If you believe you have an incorrect email address on file, you are able to change this in the 
“Forgot your Password” link by clicking “Update Email Address”. Note: You will need to 
contact NHRS first to obtain your username if you do not know it. 
 

 
 
When you click on “Forgot your Password,” the following fields will be displayed. 
 

 
 
Address changed – You requested a PIN, but your address has changed and you have not 
notified NHRS. Before we can send a PIN letter to the new address, you must update your 
address by completing a Personal Information Change Form. Once you have received written 
confirmation that the change has been processed, you may request a new PIN be mailed to 
that address. You can download a Personal Information Change Form at: 
https://www.nhrs.org/forms  
 



Note: When an address change is made, NHRS will mail out an Address Confirmation Letter. 
Please be aware that if you recently changed your address, NHRS will not generate the PIN 
letter until 5 days after the address change was processed in order to ensure that your 
address confirmation letter has reached you.  
 
Other things to know: 
 

 As a security measure, access to My Account is not available to users who attempt to 
visit the site from a domain outside of North America. NHRS recognizes that this policy 
may impact the small number of retirees who frequently travel to or live outside of 
North America; however, this restriction is consistent with the retirement system’s 
mission to protect the integrity of member and retiree information against fraudulent 
online activity. 

 
 A common question NHRS hears is, “Can I get my PIN sooner?” Unfortunately, you will 

need to allow time for the PIN to be received via USPS. If there is something that you 
need immediate access to, such as a copy of your statement or a duplicate 1099-R, 
please contact NHRS at 603-410-3500 to have a copy sent to you via mail or email.  
Note: For security reasons, the Contact Center does not have access to this PIN 
number so we will not be able to provide it over the phone. 
 

 The website will require a password reset every 180 days for security purposes. When 
you sign in, you are prompted to update your password. You must do so in order to 
have full access to your My Account. If you do not, you will only be able to see your 
demographic information until you make the change. 

 
 
  



III. PASSWORD ISSUES 
 
Password change error – If you are having an issue creating a new password, check to 
make sure that it is at least 8 characters long, and you are using characters from only 3 of the 
4 categories listed below. Also, please note that only the symbols in the list below will work. 
 

 
 
Note: You cannot change your My Account username once an account is created. You are 
required to change your My Account password every 180 days. 
 
Not receiving password reset email – Please check your Junk or Spam folder first.  
 
If you still do not see the email, double check that you are using the correct email address 
when requesting a password reset.  
 
If you have an email on file that you no longer have access to, such as a former work 
address, you will first need to update your email address within the “Forgot Password” link. 
Click on the “Update Email Address” link. You will need to enter your username, then hit 
submit. DO NOT enter your email address. 
 

 
 
Instructions continue on next page. 



 
 
Once you have updated your email address, you will receive an email to both the previous 
and new email addresses confirming that the change has been made. You will then receive a 
password reset email, sent to your updated email address, with a reset password link. Once 
you click the link, you will be prompted to answer the “security question” you selected upon 
registration. Please be aware that both spelling and punctuation must match what was 
originally used when creating this answer. After that, you will be able to input your new 
password. From there, you will click “Return to Welcome Page” where you can log in with 
your new credentials.  
 
Error message “Password Reset Link has Expired” less than one hour after link was 
sent – Copy the URL and paste it into your browser. Before submitting, remove the < and > 
symbols from the ends of the URL. Then click Enter. 
 
For example:  
<https://wms.nhrs.org/NHRSMemberServices/PGWebMember.exe/requestpin>  
 
To: 
https://wms.nhrs.org/NHRSMemberServices/PGWebMember.exe/requestpin  
 
Other things to try: 

 Try the URL on a different device (phone, desktop, tablet) 
 Try using a different web browser (Edge, Chrome, etc.) 
 Make sure you are using the link within 1 hour of receipt of the email 
 Make sure you are using the most recent reset email (if you requested multiple reset 

links) 

  



IV. DOCUMENT UPLOAD ISSUES 
 
Total File Size Exceeded – When a user hits submit, they will receive this message if the 
total file size of the upload exceeds 35 MB: 
 

Document Upload has exceeded maximum file size. Reduce the number of files selected and resubmit.  
You may use multiple uploads to submit all of your documents. If you continue experiencing the problem, contact 

NHRS at (603) 410-3500 (Retirees press 2; Members press 3) for assistance. 
 
File with a non-approved file extension – When a user attempts to upload a file with 
a non-approved file extension, they will receive this message: 
 

 

Note: The following file types can be uploaded through My Account: 

 .PDF 
 .DOCX (Microsoft Word) 
 .JPG 
 .PNG 
 .TIF 

  



V. OTHER ISSUES 
 
Apostrophe issues on Apple devices – If you have an apostrophe (‘) in your security 
answer, make sure to use the straight up and down apostrophe when using an Apple product 
to access My Account. Apple products (iPhone, iPad, etc.) have three options for the 
apostrophe. To select this apostrophe using an iPhone or iPad, find the apostrophe button on 
your keyboard and hold it down. You will see the different apostrophe options pop-up, and 
can select the straight option.  
 
Device Not Recognized – If you get this message, try un-checking the “Remember This 
Device” box and continuing.  
 
When arriving on the “Welcome to My Account” page, your username and/or password 
is pre-filled, but upon login you receive the error stating Username and/or Password 
does not match. This may be due to your device using previously saved credentials. Try to 
log in by manually entering your username and password. 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The New Hampshire Retirement System (NHRS) is governed by New Hampshire RSA 100-A, rules, regulations, and Federal laws including the Internal Revenue Code.  
NHRS also implements policies adopted by the Board of Trustees.  These laws, rules, regulations, and policies are subject to change.  Even though the goal of NHRS is to 
provide information that is current, correct, and complete, NHRS does not make any representation or warranty as to the current applicability, accuracy, or completeness of 
any information provided.  The information herein is intended to provide general information only, and should not be construed as a legal opinion or as legal advice.  Members 
are encouraged to address specific questions regarding NHRS with an NHRS representative.  In the event of any conflict between the information herein and the laws, rules, 
and regulations which govern NHRS, the laws, rules, and regulations shall prevail.   
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