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BACKGROUND 

In 2003 OPTrust was one of the first pension plans to introduce Online Services. We have been making 
minor upgrades and changes ever since but now it is time to overhaul our whole pension 
administration system, Online Services included! The first step is to upgrade the underlying platform, 
and, in the process, we are also making some changes to the look and feel. It’s the same functionality 
you are used to with a fresh face! 
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 QUICK HITS 

Q. How do I log in? 
A. Log in by clicking the “Log In” button on the Online Services page of our website. 
 
Q. What do I use to log in? 
A. Use your email address to log in. 
 
Q. Why won’t my old password work? 
A. In conjunction with the new system we have strengthened some of our security features 

including the requirement for stronger passwords that have numbers, letters and symbols. 
 
Q. How do I get my new password? 
A. New passwords will be sent to all existing users through our existing Online Services accounts. 

Please note this password and put it in a safe place as you won’t have access to the old system 
once the new system goes live on June 10. If you need a new password after June 10, ask your 
employer administrator or contact OPTrust at 1-800-637-0024. 

 
Q. Will the system time me out? 
A. Yes, the system times out after 5 minutes of inactivity. However, a warning will be displayed at 

the one-minute mark. 
 
Q. How do I send a Secure Message? 
A. Messages are sent though the Secure Message page that is accessed by clicking “Secure 

Messages” on the menu to the left of your screen. 
 
Q. How do I upload a file? 
A. Files are uploaded through the File Upload site that is accessed by clicking “File Upload” on 

the menu to the left of your screen. If you can’t see this menu item, it means you don’t have 
access to upload files. Please see your employer administrator to amend your role if required. 

 
Q. How do I set up new users, change user roles or revoke access? 
A. All the above functions are done through the User Administration module accessed by clicking 

“User Administration” on the menu to the left of your screen. 
 
Q. How do I change my password or security questions? 
A. Passwords and security questions are updated by clicking “Settings” to the top right of your 

screen. 
 
Q. Do I have to log out or can I just close my browser? 
A. Logging out is key to ensuring the protection of our members’ information. To log out simply 

click the “Sign out” button to the top right of your screen. 
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 INITIAL LOG IN 

Welcome to our sign in page: 

 

 

 

 

 

 



 

OPTrust Secure Portal User Guide – January 2022 7 

Choose questions that only you will know the answer to: 
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Review the Terms & Conditions and click “Accept” to continue: 
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Set a new password (again, something you will remember but is not easily guessable). We have built in 
additional requirements for passwords to help ensure your password is secure: 
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Once you click “Continue” you will be in the new site. The following reminder will pop up – click  “I 
Understand” to continue: 

 

VIDEO 

Logging in.mp4
 

STEP BY STEP 
When you click on the “Sign In” link you will be brought to this page: 

 

 

 

 

 

 

 

 

Enter your email address, password and click “Log in”: 
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 FORGOT YOUR PASSWORD? 

If you have forgotten your password, you can click on “Forgot Your Password” right under the Log In 
button. 

You will be asked to enter your e-mail address. As long as a valid user e-mail address is entered you 
will be sent a link to get back into the system. 

Once you click the link you will be asked one of your secret questions and if you enter the correct 
answer you will be able to reset your password and access the system. 
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 TIMING OUT 

The system is designed to automatically time users out after 5 minutes of inactivity. 

One minute prior to being automatically logged out you will get the following pop-up message: 

 

 WELCOME TO OUR NEW ONLINE SERVICES LANDING PAGE! 

From here you can link to all kinds of information. Read the Online Services User Guide: 
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Link to our Employer Manual: 
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And easily access our employer forms: 

 

 

Other helpful links are at the bottom of the page, including our contact information: 
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Additional useful links can be found on the side menu: 
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 SENDING/RECEIVING SECURE MESSAGES 

To start your session, use the drop-down menu at the top of the left-hand screen to select the 
employer you are working on (only required for users responsible for multiple organizations): 

 

 

Secure messages can be accessed either through the “Secure Messages” button on the side menu or 
icon at the top of the screen. The number in the red circle at the top of the screen indicates the 
number of unread messages: 
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The messaging page looks like this: 
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“Keyword Search” allows you to search messages by any word or phrase. Note: the system is unable to 
search for partial words, for example you can’t enter “term” and see results, you need to enter 
“termination”. 

Additional search instructions can be found in Appendix A. 
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Clicking on a message anywhere but the subject will open a preview of the message immediately 
below the list of messages: 
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This will bring up the history of all messages exchanged under that reference number: 
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 COMPOSING A MESSAGE 

VIDEO 

Sending a Message.mp4
 

 
STEP BY STEP 
To send a new message, click “Compose New Message”: 
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If you select “General Inquiry” a “Subject” box will appear. Note: it will not appear for other mailboxes. 
Enter the subject: 

 

 

If available enter the “Employee ID”. This will help ensure we are addressing the correct member for 
both OPTrust and you as the employer. Once an Employee ID is entered it will appear below the 
Employee ID line with a garbage can icon if it needs to be removed or corrected: 
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Enter your message in the “Content” box: 
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Once your message is complete select “Send Message” to send it: 
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If this happens correct the Employee ID number or if it is not available remove the number and resend 
the message. Note: If you have the correct ID but the system isn’t accepting it you can include it in the 
body of your message: 
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If a message has been read the envelope icon will appear open: 
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Clicking on the “Subject” of the message will allow you to view what was sent: 
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Clicking “Reply” will return you to the message template: 
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“Cancel” will return you to your message. Clicking “Confirm” will move the message to your Archives 
where you will only be able to see it if you click “View Archived” in your sent box: 
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Messages can also be saved and returned to later. To do so click “Save”: 
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To continue with your message, click on the subject line: 
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 REPLYING TO A MESSAGE 

VIDEO 

Replying to a Message.mp4
 

STEP BY STEP 
To reply to a message, open the message you are responding to by clicking on the “Subject”: 
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Click “Reply”: 
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Enter your message: 
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If you need to return to the message later, you can save it and it will appear in your drafts: 
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To open it click on the “Subject”: 
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 SUBMITTING FORMS AND DOCUMENTS 

To submit forms go to the “Secure Messages” section of the website. 

To send a document to OPTrust, initiate a message in the Secure Messages section and select the topic 
relevant to your message: 

 

Browsing to a file 
VIDEO 

Browsing to a Document.mp4
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STEP BY STEP 
Documents can be attached by clicking “Choose File” and selecting them from the menu: 

 

VIDEO 

Dragging and Dropping a Document.mp4
 

STEP BY STEP 

Drag a file to the section that says “Drag files here”: 
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Attached messages will appear here: 
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 HOW TO ELECTRONICALLY SIGN FORMS USING DOCUSIGN 

You can electronically sign and submit the following forms using DocuSign through Online Services: 

• Transfer Form 
• Termination Form 
• Notice of Unpaid Leave of Absence 
• Membership Enrolment forms 

 
 
From the Online Services employer home page: 

1. Click on Transfer Form, Termination Form, Notice of Unpaid Leave of Absence or 
Membership Enrolment forms. 

 
2. A new window opens: PowerForm Signer Information.  

If you selected Transfer Form, Termination Form or Notice of Unpaid Leave of Absence: 
• Fill in Your Name and Your Email as the Employer. 
• Click on Begin Signing.  

 
If you selected Membership Enrolment forms:  

• Fill in Your Name and Your Email as the Employer and the Name and Email for the 
Employee. 

• Click on Begin Signing. 
• The Employee will be automatically notified via email to complete their section on the 

form (see Step 11 to see how the Employee completes the form). 
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3. The first time you attempt to access a form online, you will be prompted to read the 
Electronic Record and Signature Disclosure and you must click on the box indicating  
I agree to use electronic records and signatures prior to gaining access to the  
electronic form. 
 

4. Click on Continue. 
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5. Form is now accessible and fillable.  

If you selected Transfer Form or Termination Form: 
• Fill in the mandatory form fields highlighted with a red border and any optional 

fields. 
• When you are ready to sign, click on Sign. 

If you selected Notice of Unpaid Leave of Absence: 
• Fill in the mandatory form fields highlighted with a red border and any optional 

fields. 
• If pregnancy/parental leave, you must fill in sub-allowance section. 

o If Yes is elected for sub-allowance, you must enter in dates. 
• If other ESA-type leave, you must select from the drop-down list. 
• If illness or WSIB leave, the end date is not required, if unknown. 
• When you are ready to sign, click on Sign. 

 
If you selected Membership Enrolment form:  

• Fill in the mandatory form fields highlighted with a red border and any optional 
fields under the Employer Section (towards the bottom of the first page). 

• When you are ready to sign, click on Sign. 

  

• Full Name (Mandatory) – Type in your name to be used for your signature. 
• Initials (Mandatory) – Type in your initials to be used when initials are required. 
• Select Style (Optional) 

− Draw – Allows you to manually write your signature. 
− Upload – Allows you to upload a pre-existing signature. 
− Change Style – Allows you to select a different font for your Full Name and 

Initials. 
When you’ve completed filling in the mandatory fields and any optional fields, click on Select 
and Sign. 
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Review the form to ensure everything has been filled out correctly. If you click Complete 
without review and there are mistakes on the form, you will need to create a new form and 
begin the electronic signing process from the start (Step 1).  
 
Once the form is electronically signed, click on Complete. 
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8. A pop-up window opens: Save a Copy of Your Document. Click on Download and open the 
downloaded form. 

 

 

FOR CHROME USERS: 
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FOR INTERNET EXPLORER AND EDGE USERS: 
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FOR FIREFOX USERS: 
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10. If you selected Transfer Form, Termination Form or Notice of Unpaid Leave of Absence, 
compose a new secure message through Online Services. 

• Reference # (Mandatory) – This is automatically populated. 
• Mailbox (Mandatory) – This is automatically selected. 
• Topic (Mandatory) – Select the appropriate topic based on the form you are 

submitting from the drop-down menu. 
• Employee ID (Optional) – Add the member’s employee number. 
• Content (Mandatory) – Input any information to be included with the electronic form 

submission. 
• Drag and Drop or Choose File (Mandatory) – Attach the completed and signed form.  

When you’ve completed the above for the new secure message, click on Send Message. 

 

• Employee clicks on Review Document from their email to open the form. 
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• Employee clicks on Continue. 

 

• Employee fills in the mandatory form fields highlighted with a red border and any 
optional fields under the Employee Section. 

• When the Employee is ready to sign, they click on Sign. 
• Employee will select their signature (see Step 6).  
• Employee will be brought back to the form. Once the form is electronically signed, they 

click on Complete. 

 

• Once the Employee downloads/completes the form, they will automatically receive an 
email with a copy of the form: View Completed Document. 
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• Click on View Completed Document to open the form. 
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• Download the form and compose a new secure message through Online Services (see 
Step 10: Transfer Form, Termination Form or Notice of Unpaid Leave of Absence).  
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 RECEIVING MESSAGES 

You will be able to tell if you have any secure messages by opening your “Secure Messages” box: 
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Messages can also be sorted by “Mailbox.” Note: this is only applicable to individuals who work with 
more than one employer or organization: 
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You can also sort by “Keyword Search”. Note: searches much be performed on whole words – for 
example you can’t search “term”, you must enter “termination”: 

 

 



 

OPTrust Secure Portal User Guide – January 2022 56 

Messages can be filtered by unread: 

 

 

And you can access archived messages from here as well: 
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Clicking on any field except the “Subject” field will trigger it to appear in a preview pane below the 
existing messages: 
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From here you can see the entire message and “Reply”, should it be required: 
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Once you click “Reply” the message template will come up. You will be able to change the “Mailbox” 
but not the “Topic”. Please enter the “Employee ID” if it is available and not yet entered: 

 

 

Type your message in the “Content” area; multiple formatting tools are available if you choose: 
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You can attach a document by clicking “Choose File” and selecting the file from your explorer drive: 

 

 

You can also drag and drop a file by selecting it and moving the cursor until the “Drag files here” box 
becomes enabled. Note: On some monitors (such as the one used for these screen captures) the 
change to the drag and drop area is extremely subtle and can be hard to see. It is often easier to see if 
you step back from the monitor a bit or look at it from the side: 
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Attached documents will appear at the bottom of the message: 
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If you would like to complete your message later, you can select “Save”: 
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When you are ready to send your message click “Send Message”: 

 

 

Your message will be sent, and you will be returned to your Secure Messaging inbox. If you click on 
the “Subject” the original message along with your response will come up: 
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 UPLOADING A FILE 

Please refer to the File Upload Guide for complete instructions on uploading files. 

Resetting Your Password 
VIDEO 

Password Change.mp4
 

STEP BY STEP 
It is recommended that you change your password every three months or if you feel it has been 
compromised for any reason. To change your password or security questions click on the “Settings” 
drop down menu in the top right-hand section of your screen: 
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To change your password, select “Change Password”: 
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You will get the following message indicating your password has been successfully changed: 
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 CHANGING YOUR SECURITY QUESTIONS 

VIDEO 

Updating Security Questions.mp4
 

STEP BY STEP 
To change your Security questions, click “Settings” at the top right of the screen and select “Security 
Questions” 
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Select your security questions from the drop-down boxes and enter the answers. Ensure the answers 
are easy for you to remember but not obvious to anyone else: 
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A message indicating your security questions have successfully changed will appear: 
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 USER ADMINISTRATION 

A senior contact within each employer will have access to the User Administration function. This will 
allow employers to self administer, adding users, assigning and changing roles and revoking access if 
required. 

To start click “User Administration” from the left-hand menu: 
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 ADDING A USER 

From there you will be brought to the following screen. Click “Add” to add a new user: 
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Enter the new user’s email address and the organization they will be working on. Note that if an 
individual works on a few different organizations you will be able to add the other organizations later: 
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On the next screen enter the user’s First Name and Last Name. Middle Name is optional, and “Locale” 
is “en”: 
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The system will confirm your entries. Verify the content and click “Close”: 
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To refresh the results, click “F5” or refresh on your keyboard. You can now see your new user. 
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You can see they are assigned to the Organization you designated for them. If you need to provide 
access to additional organizations, you can do so by clicking on “Add”: 

 

 

And selecting the appropriate organizations from the drop-down menu. Note: You will have to do this 
separately for each organization, and you will only be able to add people to the organizations for which 
you have access.  
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To remove an Organization, click the red “x”: 
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To do so click “Add” in the User Group category: 
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 USER ROLES 

The user roles are as follows: 

Communications: This role allows the users to send and receive secure messages. 

File Upload: This role incorporates the Communications role but includes the ability to upload files. 

Administrator: This role incorporates the Communications and File Upload roles but also allows the 
user to set up new users, change access and revoke access. It should be designated to a senior official 
within the organization. 

 

Select the correct role and click “Save”: 

 

 

You can now see the User Group: 
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The final step is to set up a temporary password for the new user. To do so click “Reset Password”: 
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Enter the temporary password in both fields. If you enter a password that does not conform to our 
security requirements you will be notified, and the password won’t be accepted: 

 

OPERATIONAL NOTE 

The system does NOT notify users of their password, they must be advised what it is. Best practice 
would be to provide the new user with instructions to log in using their email separately from their 
password, limiting the chances of both pieces of information falling into the wrong hands together. 

Changing a user’s name or email address is done by calling them up in User Administration and 
clicking on their “Name”: 
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Click “Edit”: 
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You can see the information has now been updated: 
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 REVOKING ACCESS 

Revoking a user’s access is done by calling them up in User Administration and clicking on their 
“Name”: 

 

 

 

You will be asked to enter a reason for locking the account: 
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The account can be unlocked by clicking “Unlock” and then “unlock” again on the pop-up that 
appears: 
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 ACTIVITY LOG 

To view a log of your activities, click on “Activity” on the left-hand menu: 
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 TIMING OUT 

To help protect our members’ information the system will automatically time out sessions that have 
been inactive for 5 minutes: 

 

 LOGGING OUT 

To log out once you are done click “Sign out”: 
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 CONCLUSION 

While we are very proud of the changes made in this upgrade, please remember that with any new 
system there can be bugs and challenges. If you notice any odd behavior, please contact us 
immediately at 1-800-637-0024 and ask for the Data Management Group. This is the first step in a 
journey that OPTrust has undertaken to upgrade our overall systems to provide the best possible 
experience to you and our members. 

 

  



 

OPTrust Secure Portal User Guide – January 2022 92 

 APPENDIX A 

Search Instructions 
The default search only searches full words, if you are searching for an email address you must enter the 
full email address or use wildcards. See Wildcard Searches section below for details.   

The default operator is OR. Entering John Doe in the search it will return users with the name John or 
Doe. Entering John AND Doe in the search it will return users with the name John Doe.  See Boolean 
Operators section below for details. 

SINGLE TERMS AND PHRASES 

• A single term is a single word such as "member" or "staff" 

• A phrase is a group of words surrounded by double quotes such as "organization admin" 

Multiple terms can be combined together with Boolean operators to form more complex queries (as 

described below). 

WILDCARD SEARCHES 

Single and multiple character wildcard searches can be used within single terms. Wildcard characters 

can be applied to single terms, but not to search phrases. 

Wildcard Search Type Special 
Character 

Example 

Single character (matches a single 
character) 

? The search string te?t would match both test 
and text. 

Multiple characters (matches zero or 
more sequential characters) 

* The wildcard search: tes* would match test, 
testing, and tester. You can also use wildcard 
characters in the middle of a term. For example: 
te*t would match test and text. *est would 
match pest and test. 
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BOOLEAN OPERATORS 

Boolean operators allow you to apply Boolean logic to queries, requiring the presence or absence of 
specific terms or conditions in fields in order to match documents. The table below summarizes the 
Boolean operators supported by the standard query parser. 

Boolean 
Operator 

Alternative 
Symbol 

Description 

AND && Requires both terms on either side of the Boolean operator 
to be present for a match. 

NOT ! Requires that the following term not be present. 
OR || Requires that either term (or both terms) be present for a 

match. 

Boolean operators allow terms to be combined through logic operators.  

THE BOOLEAN OPERATOR OR ("||") 

The OR operator is the default conjunction operator. This means that if there is no Boolean operator 
between two terms, the OR operator is used. The OR operator links two terms and finds a matching 
document if either of the terms exist in a document. The symbol || can be used in place of the word OR. 

To search for records that contain either "Kathy" or just "Katherine" use the query: 

Kathy Katherine 

or 

Kathy OR Katherine 

THE BOOLEAN OPERATOR AND ("&&") 

The AND operator matches records where both terms exist. The symbol && can be used in place of the 
word AND. 

To search for records that contain "John" and "Doe" use either of the following queries: 

"John" AND "Doe" 

"John" && "Doe" 
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THE BOOLEAN OPERATOR NOT ("!") 

The NOT operator excludes records that contain the term after NOT. The symbol ! can be used in place of 
the word NOT. 

The following queries search for documents that contain the phrase "Organization" but do not contain 
the phrase "Admin": 

"Organization" NOT "Admin" 

"Organization" !"Admin" 

GROUPING TERMS TO FORM SUB-QUERIES 

This can be very useful if you want to control the Boolean logic for a query. 

The query below searches for either "John" or "Jane" and "Doe": 

(john OR jane) AND doe 

This adds precision to the query, requiring that the term "Doe" exist, along with either term "John" and 
"Jane."
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