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Troubleshooting

This guide helps solve common issues 
using ARC or One Retirement online. 



Helping people achieve a lifetime of financial security

Internet Explorer 
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Issues with pop-ups

If you’re having issues with pop-ups, select 
the icon at the top right of your Internet 
Explorer window. Select Internet Options, 
then the Privacy tab.

From here, make sure Pop-up Blocker isn’t 
selected, then select Apply, then OK to 
save your changes.
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Clearing browsing data

If a message saying ‘There is an active 
session used by another user’ appears, you 
may need to clear your browsing data. You'll 
lose saved preferences and passwords you 
have for other sites by doing this.

Select the icon at the top right of your 
Internet Explorer window, select Internet 
Options then the General tab.

Next, select Delete, then make sure 
Preserve Favourites website data isn’t 
selected. Temporary Internet Files and 
Cookies and website data should both be 
selected.

Once complete, select Delete to save your 
changes.
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Issues with pop-ups

If you’re having issues with 
pop-ups, you may need to 
enable pop-ups and 
redirects. 

To do this, select the    icon 
and then select Settings.

Next, select Advanced, 
Privacy and security, Site 
Settings then Pop-ups and 
redirects.

You’ll need to make sure that 
Pop-ups and re-directs are 
allowed.
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Clearing browsing data

If a message saying ‘There is an 
active session used by another 
user’ appears, select the    icon 
and then select Settings. 

Select Advanced, Privacy and 
security, then Clear browsing 
data.

Next, select Cookies and other 
site data and Cached images 
and files. Make sure Browsing 
history isn’t selected.

To complete, select Clear data.

You'll lose saved preferences and 
passwords you have for other 
sites by doing this.
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