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1.1 What’s new? 

A change was implemented to improve how users contact Support while they are in the 
process of setting up the payment mandate. 
 

 

1.1.1 Contact Support 

During February, clients with overdue accounts will see an in-app message upon logging in.  
To continue using Payroll services, you will need to complete and sign a payment mandate 
before the change takes effect. 

 
Users requiring billing information while completing the payment mandate may contact 
Support directly by using the chat link provided in the in-app message presented during 
the setup process. 
 

 
 
To ensure a seamless verification experience, users are now informed that they must enter 
a valid South African mobile number to receive their OTP, as landline and international 
numbers are not supported 
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1.2 In-app message not displayed 

Some clients may have encountered an issue where the in-app message does not appear 
on the Cycle screen. In these instances, although the system correctly redirects the user to 
the Cycle screen after selecting Manage Account, the expected in-app message is not 
displayed, preventing the user from completing their mandate setup without navigating 
back to the Manage Account screen.  This has been rectified. 

 
For clients on hold, the client can still log in, however, upon reaching the Cycle selection 
screen, the expected in-app message does not appear, preventing the user from completing 
their mandate setup.  This has been rectified. 

 

1.2.1 Netcash – saved bank or card information  

When clients have previously saved bank or card details in Netcash, these details may 
automatically pre-populate during the mandate setup process.  If clients accept the 
defaulted information, it results in an error where the mandate details fail to populate and 
remain blank, and an error is returned when attempting to sign the mandate. 
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