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Welcome to the My Retirement logging in Guide
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If you are a new joiner to the company, you will be emailed your log in details shortly after your first pay day.

All existing employees have previously been sent their username, password, and memorable word via email from the Pensions Team.

If you don’t have or have forgotten your log in details, please email pensionsteam@virginmoney.com and we can resend them to you, or you 
can click on the forgot username/password link below.

To log into the site, enter your username and password in the box shown. Please ensure you enter the details exactly as provided in your 
email and do not add any leading zeros to your username if they are not shown in the details we send you. 

mailto:pensionsteam@virginmoney.com
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Next, enter the requested characters from your memorable word, as provided in your login email. Your memorable word will contain 8 
characters when you first log in. 

If you're asked to enter a character beyond the 8th position, it usually means your username and/or password was entered incorrectly. In 
that case, please return to the previous screen and double-check your login details.
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You’ll then be prompted to change your password and memorable word to something easier to remember. Start by entering your current 
password, which you can copy and paste from your email. Then enter your new password, making sure it meets the required criteria, 
(between 10-64 characters, lower and upper case, numbers and one of the following !@#$%&*+-=?/~) and re-enter it to confirm it 
matches. Repeat the same steps for your memorable word. Once both have been updated, click Save to complete the process.
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You will then be taken back to the login screen, where you’ll need to re-enter your username and the new password you just created.
If you receive an error message saying ‘Invalid credentials’, please double-check that the details you’ve entered match the changes you 
made.



Classification: Private

Headline title
to go here

Section Title

7

You will then be asked to enter specific characters from your new memorable word.
Remember, once you’ve completed the initial setup, you won’t need to use your memorable word each time you log in—only if you need 
to reset or change your password in the future.
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To complete multi-factor authentication, you’ll need to set up the Okta Verify app on your smartphone. If this is your first login, a QR code will appear (as 
highlighted in the screenshot). Follow the instructions under “If you don't already have the Okta app” to install the app and scan the code.

Once the app is installed and the QR code is scanned—or if you already have the app—you’ll be taken to the OTP login screen. Open Okta Verify, locate 
the ’clarity member’ OTP code, enter it in the box, and click Validate.

If you don’t have a smartphone or compatible device, click the link at the bottom of the screen to receive an authentication email instead (see the next slide 
for details).

If you believe this is your first login but are taken straight to the OTP screen without seeing the QR code, it may be because you’ve logged in before. If you’ve 
changed your phone or deleted the app, please email pensionsteam@virginmoney.com to reset your OKTA.

Use the key shown on the actual site 
and not the one shown  here.

Use the QR code on the site 
and not the one shown  here.

mailto:pensionsteam@virginmoney.com
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If you have requested for email authentication rather than setting up Okta verify. You will need to enter your @virginmoney.com email 
address (if you are still employed by VM) or your personal email address (if you have left VM) in the first box below and a code will be 
emailed to you to enter in the second box.

If you have already set up OKTA verify and want to change this to email verification instead, you will need to email 
pensionsteam@virginmoney.com and go through the set up process again. Please be aware that emails will only be sent to your work 
email whilst you are still employed by VM. It’s worth remembering in case you want to access the site outside of working hours and won’t 
be able to receive the verification code from your VM email. 

mailto:pensionsteam@virginmoney.com
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After you’ve changed your password and memorable word, and completed either Okta Verify or Email OTP setup, you’ll be returned to the 
original login screen one final time.

At this point, simply enter your username and your new password to log in.
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Next, enter the OTP code displayed in your Okta Verify app under Clarity Member.

The code refreshes every few seconds, so make sure it doesn’t change while you're entering it in the box below.
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One final step: you will be asked to select a security question and answer to input in the boxes below. 

This will only be used if you need to request a password reset, so choose something memorable.
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Once your security question has been successfully saved, you’ll see the confirmation in blue on the screen.
Click Continue to proceed to the home page.
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You’ve now successfully logged into The My Retirement site — your personal dashboard for everything pension-related. You can now 
instantly view your current fund value, see how your money is invested, and track your contributions. 

There’s plenty more to explore, giving you the tools and insights to plan your future with confidence. Your retirement journey starts here!
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Q. Where can I find my username?
A. Your username will have been emailed to you from the Pensions Team. If you are a new joiner to the business, you will receive an email at the end of the month you join VM. If you 

still can’t locate the username then click on the forgot password/username link on the login page or email pensionsteam@virginmoney.com .

Q. I have forgotten my password, but I don’t receive an email when clicking on the forgot password link. How can I get a password reset?
A. Please email pensionsteam@virginmoney.com if you don’t receive a password reset email.

Q. I have requested an OTP code to be emailed to me, but I have not received an email. How do I get the code?
A. Please email pensionsteam@virginmoney.com if you don’t receive an email containing the code.

Q. Can I use a personal email address?
A. Your account is linked to your @virginmoney.com email address while you are employed by VM so it's not possible to change this to a personal email address. However, if you leave 

us; we will update your email address to your personal email, if this has been updated in CoreHR prior to you leaving VM, and you will be able to use your personal email address 
going forward.

Q.   I have recently changed my device, and I can't see the My Retirement (Clarity Member) option on the Okta verify app?
A. You will need to email pensionsteam@virginmoney.com to get your OKTA reset. 

Q. I have left VM and can’t access My Retirement. How can I get logged in?
A. If you had okta set up on your VM device while you were with VM, you will need to reset this and download on your own personal device instead. 
          Just email pensionsteam@virginmoney.com and we can get that reset for you so you can log in as normal. 

Q. I have entered my log in details, but I keep seeing ‘invalid details’. How can I log in?
A. It sounds like you may be entering incorrect details or characters so double check you are entering the details exactly as they should be. Don’t 
          forget to look out for capital letters etc. If you continue having issues, then email pensionsteam@virginmoney.com or click on the forgot password link.

mailto:pensionsteam@virginmoney.com
mailto:pensionsteam@virginmoney.com
mailto:pensionsteam@virginmoney.com
mailto:pensionsteam@virginmoney.com
mailto:pensionsteam@virginmoney.com
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Q. I have entered my details, but I am getting an error message asking me to contact the administrator. What do I need to do?
A. If you could try to log in again and if the error message continues, please email pensionsteam@virginmoney.com and we can investigate this for you.

Q. Do we still use OKTA following recent changes announced by the Bank?
A. Yes, you will still require OKTA to access the My Retirement site. If you have deleted this following the recent changes you will need to email pensionsteam@virginmoney.com to get 

that reset.

mailto:pensionsteam@virginmoney.com
mailto:pensionsteam@virginmoney.com
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