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Issue# 1: ‘Exception:AUTH: Wrong User’ Error Message 

 

If you receive the above error message when trying to access a Referral Request 

or Summary Notification via the Online E-Referral system or through a Referral 

Request email, it means that you have not been properly registered as a 

representative of the Referral Agency the Referral Request or Summary 

Notification was sent to. This could be due to either of the following reasons: 

• The registration email was not sent to you. 

• You did not complete the registration process as outlined in the registration 

email. 

How to Complete the Registration Process 

If you did not receive the registration email, you can request for another 

registration email be sent to you by: 

• Contacting a representative of your Referral Agency that manages the agency 

profile in the E-Referral system. 

• Contacting the FrontCounter BC office nearest you and making a request. 

https://portal.nrs.gov.bc.ca/web/client/locations
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If you have received the registration email, you need to click on the ‘Click Here’ 

link as follows to register your BCeID or IDIR with the E-Referral system. 

 

Issue# 2: Missing ‘My Referral Agencies’ Menu Item 

If the ‘My Referral Agencies’ menu item does not appear under the ‘Common 

Functions’ section of the ‘Menu’ menu as follows, it means that you have not 

been properly registered as a representative of any Referral Agency that is part of 

the E-Referral system.  
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This could be due to either of the following reasons: 

• A registration email was not sent to you. 

• You did not complete the registration process as outlined in the registration 

email. 

To successfully register as a representative of a Referral Agency, please refer to the 

‘How to Complete the Registration Process’ section of this document. 

Issue# 3: Expiration of a Registration Email 

If you do not register with the E-Referral system in a timely manner when a 

registration email is sent to you, the registration may expire. The registration 

period usually expires 2 weeks after the registration email is sent. 

In this case, you may need to receive a new registration email to complete the 

registration. 

You can request for another registration email be sent to you by: 

• Contacting a representative of your Referral Agency that manages the agency 

profile in the E-Referral system. 

• Contacting the FrontCounter BC office nearest you and making a request. 

 

 

 

https://portal.nrs.gov.bc.ca/web/client/locations
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Issue# 4: Not Receiving Email Notifications for Referral Requests 

If the representatives of your referral agency are not receiving email notifications 

for referral requests sent to the referral agency, this means that your agency 

profile in the E-Referral system has not been configured with the ‘Email’ Request 

Method. To add this option to your agency profile, please follow the following 

steps. 

1. To access the Referral Agencies you are representative of, click on the ‘My 

Referral Agencies’ menu item under the ‘Common Functions’ section of the 

‘Menu’ menu. 
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You will land on the below screen, which will display all the Referral Agencies you 

are a representative of. 

 

2. Click on the hyperlinked name of the Referral Agency that you want to update 

information of. 
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Next, you will be directed to the following screen which displays information 

relevant to the Referral Agency as well as their configurable options. 

 

 

3. In this screen, check the ‘Email’ checkbox and click the ‘SAVE’ button to save 

the changes. 
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Issue# 5: Alternate Representative Not Receiving Email 

Communications 

If an Alternate Representative of your referral agency is not receiving all email 

communications (including Referral Requests) sent to Primary Representatives via 

the E-Referral system, this means that the ‘Receive Email cc’ checkbox has not 

been checked for the specific Alternate Representative. 

To enable this option, please follow the following steps. 
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1. To access the Referral Agencies you are representative of, click on the ‘My 

Referral Agencies’ menu item under the ‘Common Functions’ section of the 

‘Menu’ menu. 

 

You will land on the below screen, which will display all the Referral Agencies you 

are a representative of. 
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2. Click on the hyperlinked name of the Referral Agency that the Alternate 

Representative belongs to. 

 

Next, you will be directed to the following screen which displays information 

relevant to the Referral Agency as well as their configurable options. 
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3. Click on the hyperlinked name of the Alternate Representative as follows. 
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4. Check the ‘Receive Email cc’ checkbox as follows and click the ‘SAVE’ button. 
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Issue# 6: Referral Request Closing before all Representatives have 

Responded 

If multiple representatives are commenting on a specific referral request, please 

have them only click the ‘SAVE’ button once they have recorded their comments 

and ensure that only the representative submitting the final response clicks on the 

‘SUBMIT RESPONSE’ or ‘NO RESPONSE’ buttons. This will prevent the referral from 

closing before all required representatives have commented. 

 

 

 

 


