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Manual self-management claim form requirements

The Manual Self-management Claim (MSC) form must be completed correctly and in full, with a valid signature if it has been signed.  If the form has not 
been signed, please see below.

The signatory must be the participant, an authorised representative or a third-party with on file that specifically states they are able to act  consent
on the participants behalf and can submit payment requests.

You must confirm the following MSC form requirements to progress the CPE.

Participant and third-party details (nominee or representative) 

Confirm the following information is correct.
Third-party details (full name, date of birth, third party NDIS number and relationship to participant).(nominee or representative) 
Participant details (full name, date of birth and participant NDIS number).  

Other parties are able to assist with filling out the form as long as the form is signed and submitted by someone with consent. 
If there is any doubt about the authenticity of the form, payments staff should contact the participant or authorised representative to confirm:

Refer to  .Phone a Participant or Provider for Payments Staff

Valid signature or unsigned form

Both written and digital signatures are acceptable.
If the or  is unable to sign, unsigned forms can be accepted.participant authorised representative

Digital signature and unsigned form additional requirement

When a MSC form is submitted  or with a  it must be received from an email address registered on the participant or authorised unsigned digital signature
representatives account to be accepted. 

The original email must be viewed to confirm it has been submitted from the registered email address.  
 Staff are unable to attach the original email to the CPE, when the NCC create the CPE, they will add the general enquiry case number as Note:

the parent case to enable staff to view these details.
Refer to  in PACE.Attaching and locating documents to understand how to locate and attach documents

Claim details 

Confirm the following information is completed in full.
Payee (service provider)
Payee's ABN or exemption reason
Support start and end date
Support category
Claim amount (GST inclusive)
Description of support

Claim details on the MSC form match compliant invoice details

Confirm invoices attached are compliant refer to the  below.invoice requirements for self-managed
Verify that the purchase receipts or invoice details match the information provided on the form as requested. 
If there are any inconsistencies, you may need to contact the enquirer:

 Refer to .Phone a Participant or Provider for Payments Staff

Incorrect form, form incomplete, no invoices

Where the incorrect form has been submitted, form is incomplete and/or there are no purchase receipts/invoices, you must request the required 
information to progress the CPE.

must You attempt to contact the participant or nominee by phone if listed as a contact method and refer to the additional information below.

FOI 25/26-0018

Page 42 of 62

Th
is

 d
oc

um
en

t w
as

 re
le

as
ed

 u
nd

er
 th

e 
Fr

ee
do

m
 o

f I
nf

or
m

at
io

n 
Ac

t 1
98

2 
by

 th
e 

N
at

io
na

l D
is

ab
ilit

y 
In

su
ra

nc
e 

Ag
en

cy
. 



Th
is

 d
oc

um
en

t w
as

 re
le

as
ed

 u
nd

er
 th

e 
Fr

ee
do

m
 o

f I
nf

or
m

at
io

n 
Ac

t 1
98

2 
by

 th
e 

N
at

io
na

l D
is

ab
ilit

y 
In

su
ra

nc
e 

Ag
en

cy
. 



Th
is

 d
oc

um
en

t w
as

 re
le

as
ed

 u
nd

er
 th

e 
Fr

ee
do

m
 o

f I
nf

or
m

at
io

n 
Ac

t 1
98

2 
by

 th
e 

N
at

io
na

l D
is

ab
ilit

y 
In

su
ra

nc
e 

Ag
en

cy
. 



Th
is

 d
oc

um
en

t w
as

 re
le

as
ed

 u
nd

er
 th

e 
Fr

ee
do

m
 o

f I
nf

or
m

at
io

n 
Ac

t 1
98

2 
by

 th
e 

N
at

io
na

l D
is

ab
ilit

y 
In

su
ra

nc
e 

Ag
en

cy
. 



Once a deregistered provider loses their provider portal access, they will no longer be able to submit claims or create service bookings. 

They will be required to submit provider claim forms for each of their claims.

Unregistered providers

cannot use this form. Unregistered providers must submit their claim to a participant or their nominated plan manager.Unregistered providers 

Claiming through the portal remains the preferred submission channel.

Claims submitted using this form will take longer to process than claims submitted through the portal.
The provider claim form must be completed correctly and in full.
If providers need to claim for more than one support line-item,  they will need to complete a new form for each claim.
Evidence must be provided to support each claim.

Confirm the following  to progress the CPE.provider claim form requirements

Provider contacts details

Confirm the following information is correct.

 (Provider name, provider number, ABN, Provider contact)Provider details:
Note: Other parties are able to assist with filling out the form as long as the form is signed and submitted by a provider contact.

If there is any doubt about the authenticity of the form, payments staff should contact the participant or authorised representative to confirm the supports.

 Refer to . Phone a Participant or Provider for Payments Staff

Valid signature or unsigned form

Both written and digital signatures are acceptable.
If the provider contact is unable to sign, unsigned forms can be accepted.

Digital signature and unsigned form additional requirement

When PCFs are submitted or with a  must be received from an email address registered on the provider contact or  unsigned   digital signature they
provider account to be accepted. 

The original email must be viewed to confirm it has been submitted from the registered email address. 
Staff are unable to attach the original email to the CPE, when the NCC create the CPE, they will add the general enquiry case number as Note: 

the parent case to enable staff to view these details.
Refer to  in PACE. Attaching and locating documents to understand how to locate and attach documents

Claim details 

Confirm the following information is completed in full.

Participant name Participant NDIS number

Support start date Support end date Invoice number

Support category Item number (Claim line-item number) Claim type

Cancellation reason Item quantity Unit of measure

ABN of support provider or exemption reason Payment amount (GST inclusive) GST

 Claim details on the PCF match compliant invoice details

Confirm invoices attached are compliant refer to the . invoice requirements for plan and agency managed above
Verify that the purchase receipts or invoice details match the information provided on the form as requested.

If there are any inconsistencies, you will need to contact the enquirer:

Refer to .Phone a Participant or Provider for Payments Staff

Incorrect form, form incomplete, no invoices

Where the incorrect form has been submitted, form is incomplete and/or there are no purchase receipts/invoices, you must request the required  
information to progress the CPE.
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Refer to  for guidance.Request Information Internal/External

inform them that you will follow up with an email request covering the required information and this will allow them If phone contact is successful, you must 
to reply to the email and have the information attached directly to the CPE.

If phone contact is unsuccessful or preferred method of contact is not phone, you   must follow the request for information process allowing the provider 5 
business days to respond.

Refer to .Email a Participant or Provider for Payments Staff

Related procedures or resources
Phone a Participant or Provider for Payments Staff
Email a participant or provider for payments staff
Duplicates, Non-Compliant Invoices/ MSC form and Requesting Invoices
Payments Team Feedback
NDIS Pricing Arrangements
Service agreements (external)

Document Owner and Approver

Director Service Delivery Enablement

Feedback

To submit feedback to the Payments Team visit the Scheme Claims and Payments Feedback page. The Capability Team is responsible for managing all 
feedback on our guidance articles.
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1.  
2.  

Omni-Channel - Status Omni-Channel - Work Inbox

Understand the queues for payment enquiries

Payment Enquiry Triage Routing Queue

All new claim and payment enquiries (except for escalations) will be routed to the  to be reviewed by NCC Payment Enquiry Triage Routing Queue
Payments Triage Officers (PTO's).  PTO’s will identify and resolve any in scope enquiries. Out-of-Scope enquiries requiring Payments Officer analysis will 
be recategorised and routed to the relevant payments related routing queue.

Claim and payment enquiry routing queue

Where an enquiry is deemed out of scope for resolution by a PTO, or meets the pre-requisites for manual payment review, the PTO will assign the enquiry 
to the  for actioning by a payments officer.Claim and Payment Enquiry Routing Queue

Payments Escalations Routing Queue

Where a claim and payment enquiry is created with an escalation categorisation, the enquiry will route to the  for Payment Escalation Routing Queue
resolution by appropriately skilled payments officers.

Payment Authorisation Routing Queue

When payments staff submit a payment for approval within their claim and payment enquiry for a PACE plan, the case will automatically route to the Paym
 for approval or rejection by a payment authorisations skilled payments officer.  CRM plan payments require a ent Authorisation Routing Queue Note:

task to be created to request quality check and approval.

RA Payment Enquiry Triage Routing Queue

Payment enquiries related to Restricted Access Participants will be routed to the RA Payment Enquiry Triage Routing Queue to be reviewed by 
Payments Officers with the required Restricted Access Permissions to action the CPE.

RA Payments Escalation Routing Queue

Where payments staff identify an Escalated CPE related to a Restricted Access Participant, these CPE's will be routed to the RA Payments Escalation 
Routing Queue to be reviewed as a priority by Escalations trained Payments Officers with the required Restricted Access Permissions to action the CPE.

Manually assign cases to payments staff

When a user seeks to manually assign a claim and payment enquiry to a queue, a payments triage officer, or a payments officer, they can the  change
case owner to the  , or they can input the  to assign to the payments officer.appropriate queue staff member’s name

Note: Claim and Payment Enquiries should always remain assigned to the appropriate queue and not assigned directly to individual staff unless otherwise 
instructed for a specific enquiry type.

Select Change Case Owner
Select or and then assign appropriately User  Queue
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Claim and payment enquiry (CPE) details screen

The screen within the claim and payment enquiry (CPE) contains information related to the submitted claim and payment enquiry. details

Contact name: Contact name in the CPE will indicate the name of the person enquiring. This can be the provider, participant or nominee who has made 
the enquiry.

Account Name: If the participant or nominee is the enquiring party it will contains the related participant accounts details. If the provider is the enquiring 
party this indicates the organisation details of the provider.

: Case number Claim and payment enquiry number.

:Priority  Enquiry priority level.

:Status  Current position on the CPE progression.

 Name of Staff or Queue the CPE currently assigned to.:Case owner

PACE Details Screen

Claim and payment enquiry status
The status of a is indicated at the top of the screen within the chevrons, statuses include:claim and payment enquiry 

CPE Status  

New: enquiry is awaiting acceptance by payments staff. If the claim and payment enquiry has been accepted and the status of the enquiry is new, 
the payments staff will need to change the status to in progress within the tab.details 

:In progress  enquiry is assigned to payment triage officer or payments officer.
:Request further information  payment staff have requested further information.

:Pending outcome  enquiry is awaiting payment authorisation.
:Finalise  claim/s have been approved by the authorising officer.

:Closed  enquiry has been closed; no additional information can be added to the enquiry.

To change the status of a Claim and Payment Enquiry, select the dropdown in the section and select the appropriate option from the list. Status  Details

Details Tab of CPE

Claim and payment enquiry history

Claim and payment enquiry history can be viewed within the  tab.case activity
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Case Activity Tab

The containsCase Activity tab  :

 Open Activities related to the claim and payment enquiry.
Activity history

 The claim and payment enquiry case team i.e., requesting officer and authorising officer.
Case notes and Emails
Related Cases
Claims linked to the Claim and Payment Enquiry

Related procedures or resources
Create a new claim and payment enquiry
Create an Escalated Claim and Payment Enquiry

Document Owner and Approver

Director Service Delivery Enablement

Feedback

To submit feedback to the Payments Team visit the Scheme Claims and Payments Feedback page. The Capability Team is responsible for managing all 
feedback on our guidance articles.
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Reviewing and Actioning Payment Enquiries
Reviewing and Actioning Payment Enquiries Menu

This menu will provide payments officers with articles to support the review and action Claim and Payment Enquiries. 

Omni-Channel work allocation for 
Payments Officers
Claim and Payment Enquiry Overview
Naming and Categorisation guidelines
PACE related enquiries consolidation
Create and Monitor Tasks
Create and view internal notes
Attaching and locating documents
Participant and Nominee Bank 
Accounts
Review the Claim and Payment 
Enquiry
Understand and Resolve Restricted 
Access Claim and Payment Enquiries
NDIS Supports Section 10
Request Information Internal/External
Invoice and Manual Claim Form 
Requirements
Invoice Hours to Decimal Conversion
Internal Referral to Other Business 
Areas
Self-Managed Payments
Supported independent living (SIL) 
payments
Specialist Disability Accommodation 
(SDA) Payments CRM and PACE
Younger People in Residential Aged 
Care (YPIRAC) Payments CRM and 
PACE
Payment Enquiry Escalations
GST (Tax) Codes
Review Payment Authorisation 
Outcome
Payment Enquiry Closure
Invoice Analysis Tool (IAT) Overview
Integrity Compliance Alerts and Locks
Complete the Authorisation Form
Report a Privacy Incident
Section 45A payment review
Section 45(5) Payment Review
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