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S48 – Decision not to reassess a plan: 

• Before 9 October 2024: PA is the only option, and it will generate with

funding periods because the outcome here will be a new s33 decision.

Making a planning internal review decision 

From the Internal Review Case: 

1. Select the Decision tab.

2. From the Decision tab, select the Pending Decision from Request for

PACE Decisions.

Note: If a RORD Request is missing, or a needs to be added, refer to the

heading Adding a RORD Request to an internal review in the article

Conduct a desktop review.

3. Select Make a Decision.

4. From the Decision view, complete the mandatory fields.

• For the Decision Name, reflect the request (for example, Increased

funding for 24 hours per year for Occupational Therapy).

• Do not enter any text into the Additional Information field.

5. Select Next – Justification.

6. From the Justification view, select the relevant justification.

7. Select relevant Sub-Justification. Add any further Justifications or Sub-

Justification by selecting Add.

8. Select Next – Evidence.

9. From the Evidence view, complete mandatory fields for evidence.

10. Select Next.

11. From the Confirmation view, select Done.

The decision has now been drafted.

For non-delegates, progress to the heading Non-delegate decisions below to

send a drafted decision for approval.

Note: If you need to modify this drafted decision, select Modify Decision.
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12. Return to the Internal Review Case.

13. From the Decisions tab select, Submit Decisions.

14. From the Confirmation view, select Next.

15. From the Summary view, select Done.

16. From the Decision tab, select Confirm manual letter has been sent.

17. From the Confirmation view, select the appropriate option.

18. Select Next.

19. From the Decision Letter Sent view, select Next.

If an outcome phone call has been completed with the participant, record the 

conversation. Refer to the article Log an activity or internal note for guidance on how 

to create case activities. 

You will now be returned to the Internal Review Case. 

For confirmed decisions, you have now completed the process and may send the 

decision outcome letter. Refer to the heading Decision letter below. 

For set aside and vary decisions, continue the process: 

Before proceeding, determine the appropriate case type (Budget Update Case or 

Plan Approval Case) based on the points below. If unsure, consult your team leader 

before proceeding. 

The Budget Update Case can be used to: 

• Add funding to past, current and future funding periods

• Add new support categories

• Reduce funding for future funding periods.

Note: this action will result in funds remaining in the past and present funding 

periods being funded again if the plan was to be auto extended. 

• Reduce the total budget amount

• Change Fund Management at the funding component level

• Change the length of a future funding period

Regardless of the request type, the Budget Update Case with Funding Periods 

cannot be used to: 

• Reduce funding in a previous or current funding period
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• Change the plan Reassessment date

• Change the length of a past or current funding period

• Change the budget type of a support category (eg. flexible to stated or vice

versa)

• Change instalment type of a support category (eg. from one-off to regular

or vice versa)

• Remove a support category from a plan

• Remove funding for Choice and Control (as this would require the removal

of a support category

• Change the fund management of one core support if it's grouped with

other core supports in a funding component

• Change the funding period length of one core support of any component

(all must be changed).

When the Participant Budget Update case cannot be used to give effect to your 

decision, use the Plan Approval case. 

From the Decision tab, select Create Budget Update Case or Create a Plan 

Approval Case. Both options will appear. 

A child case will now be created. 

Refer to the topics below to continue the process for a review of a: 

• Statement of supports/s47A outcome

• Decision not to reassess a plan (s48).

Statement of supports/s47A outcome 

To complete the plan approval case, refer to article Change the draft budget. 

To complete the budget update case with funding periods, refer to article Action a 

budget update with funding periods. 

To complete the budget update case without funding periods, refer to article Action a 

budget update. 

To understand funding periods use article: Understand funding periods. 
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You can make use of the Plan Conversation Support Tool (PCST) to assist with 

calculating the new budget. Use article: Understand and update the plan 

conversation support tool. 

You may choose to apply either default, or custom distribution of funds in a funding 

period. Use articles: 

• Apply default distribution of funds in a budget update.

• Apply custom distribution of funds in a budget update.

Once the plan has been updated, or a new plan is approved, you may now send the 

decision outcome letter. Refer to the heading Decision letter below. 

Decision to set aside a decision not to reassess a plan (s48) 

For decisions setting aside a decision not to reassess a plan (s48), the plan 

approval case must be manually routed to the Plan Approval Routing Queue for 

Service Delivery to complete a plan reassessment. The internal review does not 

consider what reasonable and necessary disability supports should be included in 

the new plan, only that a reassessment is warranted. Once the plan approval case 

has been routed, send the decision outcome letter. Refer to the heading Decision 

letter below. 

Non-delegate decisions 

The non-delegate may now draft the decision outcome letter. 

Return to the Internal Review Case and from the Decisions tab: 

1. Select Submit for Approval. The Internal Review Case will now route

automatically to the Internal Review Decision Queue ready for delegate

approval.

Once the decision is approved by a delegate, they will change the case owner

back to the non-delegate.

For set aside and vary decisions, non-delegates will create a child case and

complete all budget updates or create a plan approval case.

2. From the Decision tab, select Create Budget Update Case or Create a Plan

Approval Case. Only one option will appear.

A child case will now be created and will open automatically.

3. From the Budget Updates tab, select Submit for Approval.
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The contents of this document are OFFICIAL. 

IRT - Conduct a desktop review 

Guidance in this document is not approved for use unless you view it in PACE. 

This article provides guidance for a review officer, business support officer, or participant 

support officer to determine what information and documents need to be reviewed as part of 

the desktop review. 

Recent updates 

February 2025 

• Validate the request lodgement date and type section updated

• Instruction added when viewing alerts

Before you start 

You have completed the steps in the article IRT - Self-allocate an internal review case. 

Conduct a desktop review 

An initial assessment of the internal review should be completed using the information 

available on the participant or applicant's record in PACE 

Validate consent 

1. Navigate to the Person Account.

2. Select the Relationships tab.

3. From the Authorised Reps tab, in Roles & Relationships, confirm the person who

requested the review is listed as an Authorised Person with a Status of Active.

4. Select Check Authorities.

5. Make sure the Submit request to review a decision made by the NDIA (S100) box is

selected. If a person has the correct roles and authorities, you can continue to the

heading Validate the request lodgement date. If the person does not have the correct

authorities, continue to step 6.
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6. Make one attempt to contact the participant, applicant, or their authorised representative

to seek consent for the internal review to proceed. This attempt requires an SMS and

either a phone call or email. If contact is successful and consent is not provided, or

contact is unsuccessful, and you are unable to obtain consent, proceed to step 7.

7. Send the Internal Review Unauthorised Request Letter. Refer to the article IRT –

Sending a manual letter.

8. Withdraw the Internal Review Case. Refer to the heading Withdraw an internal

review case in the article IRT - Withdraw an internal review. A withdrawal letter is not

required to be sent.

Validate the request lodgement date and type 

1. Check the request date was entered correctly by comparing the date the NDIA received

any written communication or recorded contact requesting the internal review.

2. If the request was entered incorrectly, but still within 3 months of the original decision,

you must withdraw the Internal Review Case. Refer to the heading Withdraw an

internal review case in the article IRT - Withdraw an internal review and proceed to

step 3.

If the request was entered incorrectly, and the timeframe to request an internal review has 

expired, refer to article IRT – Miscategorised requests. 

3. Re-create the Internal Review Case with the valid request date. Refer to the article

Create an internal review (s100) case.

4. To confirm the request type created is correct. Refer to article IRT – Miscategorised

requests.

Scheme integrity 

When completing the desktop review, make sure you review and check all documents for 

integrity issues. Refer to article IRT – Checking for integrity. 

If there is Scheme Integrity information, such as an Internal Note or an Alert, review the 

information and contact your team leader if guidance is required. 
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Note: If there are integrity issues, or you are seeking clarification from your team leader or the 

Scheme Integrity Team, do not proceed with completion of an internal review decision until a 

response is received. 

Review the internal review case 

To review details of the Internal Review Case, navigate to the Person Account and: 

1. Take note of any alerts and follow any instructions detailed within the alert.

2. Review the reasons for the review request, including details such as the the participant

or applicant's current circumstances or changes, any identified risks, complaints, or

previous escalations.

3. Check for any previous decisions and reviews.

4. Check for any open or closed cases that may impact the review. For planning internal

reviews check for any requested or open other plan change requests. A variation or

reassessment of a plan may also be requested after an internal review request. As part

of the internal review the review officer has to take into consideration the facts and

circumstances at the time of the review outcome.

5. Review evidence and information to support the review request, for example

assessments, reports, quotes and activity history such as phone conversations.

6. Link any relevant documents related to the review to the Internal Review Case. Refer

to article IRT – Adding and linking evidence to an internal review case.

7. Consider if additional evidence is required, and if so, refer to articles IRT – Requests for

further information and IRT – Identify if further information is required (access and

revocation). 

8. Determine if Technical Advice and Practice Improvement Branch (TAPIB) input is

required, and if so, refer to article Create a technical advice case.

Note: If you need to create a Technical Advice Case or Housing Application Case you 

must create these from the Internal Review Case. 
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9. Determine if a home and living support is part of the review, as you must create a

Housing Application Case. Refer to article Create and submit a home and living

application.

Note: If the review relates to another open request type, for example an s47A variation or 

s48 reassessment plan change request, seek advice from your line manager for next 

steps. 

10. Confirm the risk level determined at creation of the internal review request is correct.

Refer to the Escalation Prioritisation Matrix. For access internal reviews, refer to Our

Guidelines – When do we make priority eligibility decisions? (External).

Adding a RORD Request to an internal review 

Based on the information gathered during the desktop review, the Requests for PACE 

Decisions (RORD) must be entered for each of the requested supports. If a RORD Request 

is missing, or is requested at any point during the internal review process, follow these steps: 

1. From the Internal Review Case, select the Decision tab.

2. Select New Request Line.

3. From the Choose Decision Type view, select Existing Decision.

4. Select Next.

5. From the Statement of Support Requests view, use the dropdown to select the type of

statement of support request to add from the following options:

• Funded Support

• Funded Management

• Plan Duration

6. Once you have selected one of the above options, a field to enter further information will

appear. Once this information is entered, select Add.

In the Capture Reasons for Review Request free text box, note what is being funded. If an 

item was not requested as part of the review however it is being funded, insert the 

reason (for example, Behaviour support plan required due to restrictive practice). 
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Note: If selecting Funded Supports, you will be prompted to input the support category that 

needs to be added. Selecting Specific Support Category will make a picklist appear to select 

from. 

Selecting General on plan will add a new RORD where the information be added later. 

The new RORD Request will now be created. 

Next steps 

1. Refer to article IRT - Contact the participant or applicant.

Article labels 

PACE user role names 

Add: User role name label 

Delete: User role name label 

No change. 

Topics 

Add: Topic label 

Delete: Topic label 

No change. 

Case names 

Add: Case name label 

Delete: Case name label 

No change. 

Ownership 

Add: Ownership label 

Delete: Ownership label 

No change. 

Version control 
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The contents of this document are OFFICIAL. 

IRT - Conduct a desktop review 

Guidance in this document is not approved for use unless you view it in PACE. 

This article provides guidance for a review officer to: 

• determine what information and documents need to be reviewed as part of the desktop

review.

Recent updates 

March 2024 

User role name updated. Understanding an internal review article added to before you start 

section. Updated link to verify identity. Throughout article, content added for: 

• determine if a home and living support is part of the review, creating a Housing Application

Case and linked to article Create and submit a home and living application

• checking for any open or closed cases that may impact the review

• additional details for confirming consent

• creating a technical advice case or housing application case from within the internal review

case.

Before you start 

You have: 

• been allocated an internal review case

• referred to article IRT – Miscategorised requests

• referred to article Understanding an internal review

• referred to Our Guidelines (NDIS).

Conduct a desktop review 

An initial assessment of the internal review should be completed using the information 

available on the participant or applicant’s Internal Review Case and CRM record (if 

applicable). 
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When conducting a desktop review, it is important that review officers: 

• review Internal Notes

• take note of any alerts

• check for any recent decision letters (for example s47A variation, s48 reassessment or

previous s100 reviews).

• check for any open or closed cases that may impact the review.

Note: Decision letters, evidence, and Internal Notes are key pieces of information to assist 

review officers when completing a desktop review. 

For planning internal reviews, a variation of a plan may also be requested after an internal 

review. As part of the internal review process, the review officer can complete the variation 

request. The outcome letter will provide information relating to both the variation decision and 

the internal review decision. Refer to Our Guidelines (NDIS) for more information about types 

of plan variations. 

Scheme integrity 

If there is Scheme Integrity information, check internal notes for details that an email has been 

sent to the Scheme Integrity Team notifying them of an internal review request for a plan 

change or access internal review. 

If an email has not been sent to the Scheme Integrity Team, send the following email to them 

at 

• A request for an internal review plan change has been received for <participant’s NDIS

number, their full name, and date request received>.

Add the below template to the internal notes: 

• As per alert, an email has been sent to advising

an internal review <review type> was received. <Copy the email details into the internal

notes>.

Refer to articles Log an activity or internal note and IRT – Sending an email. 

Do not proceed with completion of an internal review decision until a response is received 

back from the Scheme Integrity Team. If you have not received a response from the Scheme 

Integrity Team prior to the internal review being at risk of lapsing, speak with your Line 

Manager for direction. 
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Review internal review case and available evidence 

To review details of the Internal Review Case, navigate to the Person Account: 

1. Validate the review request details by checking:

• Consent and authority to request the review. To add consent for a new contact or

authorised representative pre access, refer to the article Understand how to verify identity

documents. If this is occurring post access, refer to article Record consent to share

information or for a third party to act.

• The request type created is correct.

• The request lodgement date of the review.

Note: Refer to Reviewing our decisions, articles IRT – Miscategorised requests and 

Understanding an internal review. 

2. Refer to other relevant information including:

• reason for the review request

• any previous decisions and reviews

• if applicable, the approved plan including funding and management of plan

• evidence and information to support the review request, for example assessments, reports,

quotes and activity history such as phone conversations

• other details that might need to be considered including the participant’s impairment,

current circumstances or changes (including any open cases, reassessment request or

plan variation request/s that have been initiated after the internal review request date that

may impact the s100 decision) and any identified risk, complaints or previous escalations.

You should review the evidence and: 

1. Make sure relevant documents contained in CRM are downloaded, saved, and

uploaded to the Internal Review Case. Refer to article IRT – Adding and linking

evidence to an internal review case.

2. Check all case information and link any relevant documents related to the review to the

Internal Review Case. Refer to article IRT – Adding and linking evidence to an internal

review case.

FOI 25/26-2476

Page 203 of 280

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
.



OFFICIAL 

Knowledge Article 

For Internal Use Only

V6.0 2024-03-06 IRT - Conduct a desktop review 285182937 Page 4 of 6 

This document is uncontrolled when printed 

OFFICIAL 

3. Review and check all documents for integrity issues. Refer to article IRT – Checking for

integrity.

4. Confirm the risk level determined at creation of the internal review request is correct.

Refer to the Escalation Prioritisation Matrix. For access internal reviews, refer to Our

Guidelines – When do we make priority eligibility decisions?.

5. Consider if additional evidence is required, and if so, refer to article IRT – Requests for

further information.

6. Determine if Technical Advice and Practice Improvement Branch (TAPIB) input is

required, and if so, refer to article Create a technical advice case.

7. Determine if a home and living support is part of the review, as you must create a

Housing Application Case. Refer article Create and submit a home and living

application.

Note: If the review relates to another open request type for example an s47A variation request 

or s48 reassessment, seek advice from your line manager for next steps. 

Note: If you need to create a Technical Advice Case or Housing Application Case you 

must create these from the Internal Review Case. 

Next steps 

1. Refer to article IRT - Contact the participant or applicant.

2. Refer to relevant information to the internal review and type - Our Guidelines.

Article labels – internal use only 

PACE user role names 

Add: 

User role name label 

Delete: 

User role name label 

Topics 
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Added additional details for 

confirming consent. Determine if a 

home and living support is part of 

the review. Updated link to verify 

identity. 

Approved by KH0021 
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The contents of this document are OFFICIAL. 

IRT - Conduct a desktop review 

Guidance in this document is not approved for use unless you view it in PACE. 

This article provides guidance for a review officer, business support officer, or participant 

support officer to determine what information and documents need to be reviewed as part of 

the desktop review. 

Recent updates 

June 2024 

• updated Before you start and Next steps sections

• included steps for validating the review

• included steps for adding RORD Requests

• restructured article process steps.

Before you start 

You have: 

• completed the steps in the article IRT - Self-allocate an internal review case.

Conduct a desktop review 

An initial assessment of the internal review should be completed using the information 

available on the participant or applicant’s record in PACE  

Validate consent 

1. Navigate to the Person Account.

2. Select the Relationships tab.

3. From the Authorised Reps tab, in Roles & Relationships, confirm the person who

requested the review is listed as an Authorised Person with a Status of Active.

4. Select Check Authorities.

5. Make sure the Submit request to review a decision made by the NDIA (S100) box is

selected. If a person has the correct roles and authorities, you can continue to the
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heading Validate the request lodgement date. If the person does not have the correct 

authorities, continue to step 6. 

6. Make one attempt to contact the particpant, applicant, or their authorised representative

to seek consent for the internal review to proceed. This attempt requires an SMS and

either a phone call or email. If contact is successful and consent is not provided, or

contact is unsuccessful, and you are unable to obtain consent, proceed to step 7.

7. Send the Internal Review Unauthorised Request Letter. Refer to the article IRT –

Sending a manual letter.

8. Withdraw the Internal Review Case. Refer to the heading Withdraw an internal

review case in the article IRT - Withdraw an internal review. A withdrawal letter is not

required to be sent.

Validate the request lodgement date and type 

1. Check the request date was entered correctly by comparing the date the NDIA received

any written communication or recorded contact requesting the internal review.

2. If the request was entered incorrectly, but still within 90 days of the original decision, you

must withdraw the Internal Review Case. Refer to the heading Withdraw an internal

review case in the article IRT - Withdraw an internal review and proceed to step 3.

If the request was entered incorrectly, and the timeframe to request an internal review

has expired, refer to article IRT – Miscategorised requests.

3. Re-create the Internal Review Case with the valid request date. Refer to the article

Create an internal review (s100) case.

4. To confirm the request type created is correct. Refer to article IRT – Miscategorised

requests.

Scheme integrity 

When completing the desktop review, make sure you review and check all documents for 

integrity issues. Refer to article IRT – Checking for integrity. 

If there is Scheme Integrity information, such as an Internal Note or an Alert, review the 

information and contact your team leader if guidance is required.  

Note: If there are integrity issues, or you are seeking clarification from your team leader or the 

Scheme Integrity Team, do not proceed with completion of an internal review decision until a 

response is received. 

Review the internal review case 
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To review details of the Internal Review Case, navigate to the Person Account and: 

1. Take note of any alerts.

2. Review the reasons for the review request, including details such as the the participant

or applicant’s current circumstances or changes, any identified risks, complains, or

previous escalations.

3. Check for any previous decisions and reviews.

4. Check for any open or closed cases that may impact the review. For planning internal

reviews check for any requested or open other plan change requests.A variation or

reassessment of a plan may also be requested after an internal review request. As part

of the internal review the review officer has to take into consideration the facts and

circumstances at the time of the review outcome.

5. Review evidence and information to support the review request, for example

assessments, reports, quotes and activity history such as phone conversations.

6. Link any relevant documents related to the review to the Internal Review Case. Refer

to article IRT – Adding and linking evidence to an internal review case.

7. Consider if additional evidence is required, and if so, refer to articles IRT – Requests for

further information and IRT – Identify if further information is required (access and

revocation). 

8. Determine if Technical Advice and Practice Improvement Branch (TAPIB) input is

required, and if so, refer to article Create a technical advice case.

Note: If you need to create a Technical Advice Case or Housing Application Case

you must create these from the Internal Review Case.

9. Determine if a home and living support is part of the review, as you must create a

Housing Application Case. Refer to article Create and submit a home and living

application.

Note: If the review relates to another open request type, for example an s47A variation

or s48 reassessment plan change reqest, seek advice from your line manager for next

steps.

10. Confirm the risk level determined at creation of the internal review request is correct.

Refer to the Escalation Prioritisation Matrix. For access internal reviews, refer to Our

Guidelines – When do we make priority eligibility decisions? (External)

Adding a RORD Request to an internal review 
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Based on the information gathered during the desktop review, the Requests for PACE 

Decisions (RORD) must be entered for each of the requested supports. If a RORD Request 

is missing, or is requested at any point during the internal review process, follow these steps: 

1. From the Internal Review Case, select the Decision tab.

2. Select New Request Line.

3. From the Choose Decision Type view, select Existing Decision.

4. Select Next.

5. From the Statement of Support Requests view, use the dropdown to select the type of

statement of support request to add from the following options:

• Funded Support

• Funded Management

• Plan Duration

6. Once you have selected one of the above options, a field to enter further information will

appear. Once this information is entered, select Add.

In the Capture Reasons for Review Request free text box, note what is being funded.

If an item was not requested as part of the review however it is being funded, insert the

reason (for example, Behaviour support plan required due to restrictive practice).

Note: If selecting Funded Supports, you will be prompted to input the support category that 

needs to be added. Selecting Specific Support Category will make a picklist appear to select 

from. Selecting General on plan will add a new RORD where the information be added later. 

The new RORD Request will now be created. 

Next steps 

1. Refer to article IRT - Contact the participant or applicant.

Article labels – internal use only 

PACE user role names 

Add: 

User role name label 

Delete: 

User role name label 
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Quality check. 

Approved by RMO411. 
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The contents of this document are OFFICIAL. 

IRT – Enacting a planning review decision 

Guidance in this document is not approved for use unless you view it in PACE. 

This article provides guidance for a review officer to make an internal review decision. 

Recent updates 

June 2024 

• updated the Before you start section

• updated the Next steps section.

Before you start 

You have: 

• completed the steps in the article IRT – Contact the participant or applicant.

Making a planning internal review decision 

From the Internal Review Case: 

1. Select the Decision tab.

2. From the Decision tab, select the Pending Decision from Request for PACE

Decisions.

Note: If a RORD Request is missing, or a needs to be added, refer to the heading

Adding a RORD Request to an internal review in the article IRT – Conduct a desktop

review.

3. Select Make a Decision.

4. From the Decision view, complete the mandatory fields.

• For the Decision Name, reflect the request (for example, Increased funding for 24

hours per year for Occupational Therapy).

• Do not enter any text into the Additional Information field.

5. Select Next – Justification.

6. From the Justification view, select the relevant justification.
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7. Select relevant Sub-Justification. Add any further Justifications or Sub-Justification

by selecting Add.

8. Select Next – Evidence.

9. From the Evidence view, complete mandatory fields for evidence.

10. Select Next.

11. From the Confirmation view, select Done.

The decision has now been drafted. 

For non-delegates, progress to the heading Non-delegate decisions below to send a drafted 

decision for approval. 

Note: If you need to modify this drafted decision, select Modify Decision. 

12. Return to the Internal Review Case and

13. From the Decisions tab select, Submit Decisions.

14. From the Confirmation view, select Next.

15. From the Summary view, select Done.

16. From the Decision tab, select Confirm manual letter has been sent.

17. From the Confirmation view, select the appropriate option.

18. Select Next.

19. From the Decision Letter Sent view, select Next.

If an outcome phone call has been completed with the participant, record the conversation. 

Refer to the article Log an activity or internal note for guidance on how to create case 

activities. 

You will now be returned to the Internal Review Case. 

For confirmed decisions, you have now completed the process and may send the decision 

outcome letter. Refer to the heading Decision letter below. 

For set aside and vary decisions, continue the process: 

From the Decision tab, select Create Budget Update Case or Create a Plan Approval 

Case. Only one option will appear. 

A child case will now be created. 

Refer to the topics below to continue the process for a review of a: 

• Statement of supports/s47A outcome

• Decision not to reassess a plan (s48).
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Statement of supports/s47A outcome 

To complete the budget update case, refer to article Action a participant budget update. 

Once the plan has been updated, or a new plan is approved, you may now send the decision 

outcome letter. Refer to the heading Decision letter below. 

Decision to set aside a decision not to reassess a plan (s48) 

For decisions setting aside a decision not to reassess a plan (s48), the plan approval case 

must be manually routed to the Plan Approval Routing Queue for Service Delivery to 

complete a plan reassessment. The internal review does not consider what reasonable and 

necessary disability supports should be included in the new plan, only that a reassessment is 

warranted. Once the plan approval case has been routed, send the decision outcome letter. 

Refer to the heading Decision letter below. 

Non-delegate decisions 

The non-delegate may now draft the decision outcome letter. 

Return to the Internal Review Case and from the Decisions tab: 

1. Select Submit for Approval

The Internal Review Case will now route automatically to the Internal Review Decision 

Queue ready for delegate approval. 

Once the decision is approved by a delegate, they will change the case owner back to the non-

delegate. 

For set aside and vary decisions, non-delegates will create a child case and complete all 

budget updates or create a plan approval case. 

2. From the Decision tab, select Create Budget Update Case or Create a Plan

Approval Case. Only one option will appear.

A child case will now be created and will open automatically. 

3. From the Budget Updates tab, select Submit for Approval.

The Budget Update Case will now route automatically to the Internal Review Decision 

Queue ready for delegate approval. 

When the decision is approved by the delegate, they will change the case owner back to the 

non-delegate. 

The non-delegate may now send the decision outcome letter. Refer to the heading Decision 

letter below. 
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Decision letter 

Refer to article IRT – Sending a manual letter for guidance on how to send the decision 

outcome letter. 

Next steps 

1. Refer to article IRT – Communicate an outcome.

Article topics and case names – internal use only 

Topics 

This article relates to the following topics: 

• Add topic

• You can list one or many.

Case names 

You can use this guidance for the: 

• Add case name

• You can list one or many.

Version control 
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The contents of this document are OFFICIAL. 

IRT - Enacting a planning review decision 

Guidance in this document is not approved for use unless you view it in PACE. 

This article provides guidance for a review officer to make an internal review decision. 

Recent updates 

20 October 2025 

Hyperlinks to other knowledge articles updated. 

Before you start 

You have completed the steps in the article IRT – Contact the participant or applicant. 

You need to understand if setting aside or varying the plan, the case will generate with or 

without funding periods based on the following; 

S33 – Decision to approve Statement of Participant Supports: 

• Before 9 October 2024: PA/PBU will generate without funding periods.

• On or after 9 October 2024: PA/PBU will generate with funding periods.

S47a – Decision to vary or not vary a plan: 

• Before 9 October 2024: PA/PBU will generate without funding periods.

• On or after 9 October 2024: PA/PBU will generate with funding periods.

S48 – Decision not to reassess a plan: 

• Before 9 October 2024: PA is the only option, and it will generate with funding periods

because the outcome here will be a new s33 decision.
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Making a planning internal review decision 

From the Internal Review Case: 

1. Select the Decision tab.

2. From the Decision tab, select the Pending Decision from Request for PACE

Decisions.

Note: If a RORD Request is missing, or a needs to be added, refer to the heading Adding a 

RORD Request to an internal review in the article IRT – Conduct a desktop review. 

3. Select Make a Decision.

4. From the Decision view, complete the mandatory fields.

• For the Decision Name, reflect the request (for example, Increased funding for 24

hours per year for Occupational Therapy).

• Do not enter any text into the Additional Information field.

5. Select Next – Justification.

6. From the Justification view, select the relevant justification.

7. Select relevant Sub-Justification. Add any further Justifications or Sub-Justification

by selecting Add.

8. Select Next – Evidence.

9. From the Evidence view, complete mandatory fields for evidence.

10. Select Next.

11. From the Confirmation view, select Done.

The decision has now been drafted. 

For non-delegates, progress to the heading Non-delegate decisions below to send a 

drafted decision for approval. 

Note: If you need to modify this drafted decision, select Modify Decision. 
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12. Return to the Internal Review Case

13. From the Decisions tab select, Submit Decisions.

14. From the Confirmation view, select Next.

15. From the Summary view, select Done.

16. From the Decision tab, select Confirm manual letter has been sent.

17. From the Confirmation view, select the appropriate option.

18. Select Next.

19. From the Decision Letter Sent view, select Next.

If an outcome phone call has been completed with the participant, record the conversation. 

Refer to the article Log an activity or internal note for guidance on how to create case 

activities. 

You will now be returned to the Internal Review Case. 

For confirmed decisions, you have now completed the process and may send the decision 

outcome letter. Refer to the heading Decision letter below. 

For set aside and vary decisions, continue the process: 

Before proceeding, determine the appropriate case type (Budget Update Case or Plan 

Approval Case) based on the points below. If unsure, consult your team leader before 

proceeding. 

The Budget Update Case can be used to: 

• Add funding to past, current and future funding periods

• Add new support categories

• Reduce funding for future funding periods

Note: this action will result in funds remaining in the past and present funding periods being 

funded again if the plan was to be auto extended. 

• Reduce the total budget amount

• Change Fund Management at the funding component level

• Change the length of a future funding period
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Regardless of the request type, the Budget Update Case with Funding Periods cannot be 

used to: 

• Reduce funding in a previous or current funding period

• Change the plan Reassessment date

• Change the length of a past or current funding period

• Change the budget type of a support category (eg. flexible to stated or vice versa)

• Change instalment type of a support category (eg. from one-off to regular or vice versa)

• Remove a support category from a plan

• Remove funding for Choice and Control (as this would require the removal of a support

category

• Change the fund management of one core support if it's grouped with other core

supports in a funding component

• Change the funding period length of one core support of any component (all must be

changed)

When the Participant Budget Update case cannot be used to give effect to your decision, use 

the Plan Approval case. 

From the Decision tab, select Create Budget Update Case or Create a Plan Approval 

Case. Both options will appear. 

A child case will now be created. 

Refer to the topics below to continue the process for a review of a: 

• Statement of supports/s47A outcome

• Decision not to reassess a plan (s48).

Statement of supports/s47A outcome 

To complete the plan approval case, refer to article Change the draft budget. 
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To complete the budget update case with funding periods, refer to article Action a budget 

update with funding periods. 

To complete the budget update case without funding periods, refer to article Action a budget 

update. 

To understand funding periods use article: Understand funding periods. 

You can make use of the Plan Conversation Support Tool (PCST) to assist with calculating the 

new budget. Use article: Understand and update the plan conversation support tool 

You may choice to apply either default, or custom distribution of funds in a funding period. Use 

articles: 

• Apply default distribution of funds in a budget update

• Apply custom distribution of funds in a budget update

Once the plan has been updated, or a new plan is approved, you may now send the decision 

outcome letter. Refer to the heading Decision letter below. 

Decision to set aside a decision not to reassess a plan (s48) 

For decisions setting aside a decision not to reassess a plan (s48), the plan approval case 

must be manually routed to the Plan Approval Routing Queue for Service Delivery to 

complete a plan reassessment. The internal review does not consider what reasonable and 

necessary disability supports should be included in the new plan, only that a reassessment is 

warranted. Once the plan approval case has been routed, send the decision outcome letter. 

Refer to the heading Decision letter below. 

Non-delegate decisions 

The non-delegate may now draft the decision outcome letter. 

Return to the Internal Review Case and from the Decisions tab: 

1. Select Submit for Approval. The Internal Review Case will now route automatically to

the Internal Review Decision Queue ready for delegate approval.

Once the decision is approved by a delegate, they will change the case owner back to

the non-delegate.

For set aside and vary decisions, non-delegates will create a child case and complete all

budget updates or create a plan approval case.
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2. From the Decision tab, select Create Budget Update Case or Create a Plan

Approval Case. Only one option will appear.

A child case will now be created and will open automatically.

3. From the Budget Updates tab, select Submit for Approval.

The Budget Update Case will now route automatically to the Internal Review Decision 

Queue ready for delegate approval. 

When the decision is approved by the delegate, they will change the case owner back to the 

non-delegate. 

The non-delegate may now send the decision outcome letter. Refer to the heading Decision 

letter below. 

Decision letter 

Refer to article IRT – Sending a manual letter for guidance on how to send the decision 

outcome letter. 

Next steps 

1. Refer to article IRT – Communicate an outcome.

Article labels 

PACE user role names 

Add: User role name label 

Delete: User role name label 

No change. 

Topics 

Add: Topic label 

Delete: Topic label 

No change. 

Case names 

Add: Case name label 
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• 6.4 Updating Listed Primary Disability

• 6.5 Referral for Complex Support Needs (CSN)

• 6.6 Refer Participant for Eligibility Reassessment (ER)

• 6.7 Referral of Participant that may have received a Compensation amount

• 6.8 Appointing a Plan Nominee

• 6.9 Participant Critical Incidents (PCI) Fraud and Integrity issues

• 6.10 Internal Review face to face meeting requests

• 6.11 Gathering further evidence

• 6.12 Formal requests through further information request letter

• 6.12.1 Timeframes for return of requested evidence

• 6.12.2 Requests for extensions for provision of evidence for an internal review

• 6.12.3 Examples of exceptional circumstances for supported extensions for further

information requests

• 6.13 Deceased Participants

• 6.14 Call guidance scripts

• Appendix A - Principles for s100 Decision Making

• Appendix B – Case study examples

4. What can be reviewed as part of the statement of

supports

The statement of supports includes: 

• What NDIS funded supports are included in a participant’s plan

• How those supports are described

• How long the plan goes for

• How the funding in the plan is managed.

5. What will be considered as part of an internal review

When reviewing a decision about a participant’s plan, Our Guidelines (external) state we will 

make our decision based on the facts and circumstances at the time of our internal review 

decision. 

FOI 25/26-2476

Page 228 of 280

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
.



OFFICIAL 

Guidance 

For Internal Use Only

V12.0 2024-03-27  Principles of s100 Planning Review  Page 5 of 28 

This document is uncontrolled when printed. 

OFFICIAL 

The internal review will consider: 

• Any evidence from the original decision.

• Reasons for the original decision.

• Additional information that has been provided for the internal review.

• The facts and circumstances of the participant at the time of making the internal

review decision (this means we can consider any changes since the original

decision was made, which may impact their statement of supports, such as, a

change to the participant’s capacity to do things for themselves or an ongoing

change to their living situation, which may mean they need more or less supports).

• The functional impact of the impairment arising from assessed disability or

condition for which they met access.

• The NDIS Act, including 2024 amended legislation and Transitional Rules effective

3 October 2024.

• Our Guidelines and internal guidance material.

ROs will seek to review the request based on the support/s in dispute, and to those disputes 

the participant wishes to raise or is dissatisfied with as part of their internal review request as 

well as any dependencies or related supports. 

The exception is a request for a replacement support. These form no part of the review 

process or RO’s responsibility and decisions declining a replacement support are not 

reviewable. Unless the requested support on the outlist is explicitly asked to be considered 

as a replacement support, proceed to make a decline decision. The participant can elect to 

have this considered as per the replacement support pathway and this information is 

included in the general information section of our decision letters. For other requests that are 

not NDIS supports in accordance with S10, proceed to consider and decline/confirm via 

ordinary R&N decision making practice. 

During a planning meeting the participant does not have to specifically identify the supports 

they wish to be included in their plan. It is the planner’s and RO’s responsibility to gather and 

review all information before making a decision about what funded supports are included in 

the participant’s plan. The Multiple case decision tree may assist with discussions to 

understand participant’s options. 

Similarly, if new quotes, reports or assessments requested by the original delegate are 

submitted as part of the internal review process these can be considered if that is the 

preferred pathway for the participant. This could include a functional capacity assessment, 
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assistive technology or home modifications quote or reports provided between the original 

decision and the internal review request. It is important the participant understands the intent 

of a plan change verses an internal review and the impact of their decision to their review 

rights. 

With respect to legislation amendments effective 3 October 2024 ROs are not required to 

remove a support on the ‘out list’ Section 10 for plans approved before 3 October where it is 

explicitly stated in the plan as an approved support. 

6. Additional Guidance for s100 planning review

The following information applies to s100 regarding a participant statement of support and 

only applies only if there are supports in dispute. 

6.1 Update to Participant statement of goals and aspirations (section 47) 

The statement of goals and aspirations is not a reviewable decision. Where a participant 

wants to add or change a goal but no changes are required to the supports funded, they do 

not need to have a plan reassessment. Changes to the participant statement can be made at 

any time and can be sent to enquiries@ndis.gov.au. If the requested change also requires a 

reassessment of their support needs, then a plan reassessment (section 48) is the correct 

pathway. 

When an update to the Participant statement of goals and aspirations is requested or 

provided information as part of the s100 process, the RO can update this for the Participant. 

Refer to article Complete a s47 request to update a participant’s goals, About me and 

informal, community and mainstream supports. 

6.2 Update information in About Me 

Plan Approval (PA) cases and Plan Budget (PBU) cases cannot be approved without 

appropriate mandatory information, for example. Daily Life, and My Strengths. Ordinarily this 

information is gathered early on at pre-access and planning stages. Clarifying calls will 

attempt to gather this information where any sections are blank. ROs and BSOs can refer to 

the Communique -Update information in about me. As an interim solution for in-flight reviews 

with a resulting PBU (or PA for plans new to PACE) that has a blank My Strengths RO’s can 

add the comment Please contact the Agency if you wish to update these details to this 

section in ‘About me.’ 

6.3 Update Participant Streaming 
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If the RO identifies streaming factors from information provided during the internal review 

then the RO should review and update the participants streaming. Refer to the article 

Complete a streaming case (Streaming and Restreaming). 

6.4 Updating listed Primary Disability 

If the RO identifies evidence or information provided during the internal review or the 

participant has advised their disability is recorded incorrectly, the RO should review and 

change the listed disability information on the record. 

Where the funding included within the Participant’s Statement of Supports is being disputed 

the supports being requested are reviewable under s100 of the NDIS Act (2013). The review 

should consider the information available regarding the disability the participant has met 

access to the NDIS for and resulting impairments. Any other additional impairments can also 

be considered and a decision made under s34 of the NDIS Act (2013). Whilst a request to 

change or update the list of disabilities with supports in dispute can be part of the internal 

review the pending changes to impairment notices will provide more guidance. It is best 

practice to discuss the reasons as to why a new disability has or has not been included with 

the participant. We do not include this information within our correspondence. 

Note: If ROs require assistance in determining if a participant secondary impairment/s would 

meet the access requirements refer to your Line Manager and/or seek ECS/TAPIB advice. 

For more information on updating or changing disability types refer article Request a 

participant disability change. 

6.5 Referral for Complex Support Needs (CSN) 

If ROs determine the participant’s circumstances meet the requirement for referral to the 

CSN pathway, complete a CSN Referral Form which will assist the CSN Operations Triage 

Team to quickly determine suitability. Refer to article Submit a referral to the Complex 

Support Needs (CSN) Branch. 

6.6 Refer Participant for Eligibility Reassessment (ER) 

If the RO identifies the participant may not meet the access requirements for the NDIS, the 

RO can provide a brief summary of this information within the plan implementation 

interaction. 

6.7 Referral of Participant that may have received a Compensation 

amount 
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No plan with compensation identified should be rolled over, reviewed, or approved without 

first contacting the Compensation Recoveries Branch for advice. 

All s100 internal review requests relating to Compensation will be allocated to and completed 

by an APS 6 Review Officer including Access Review Officers. 

6.8 Appointing a Plan Nominee 

If the RO identifies the participant has requested or may benefit from the appointment of a 

nominee, the RO can refer to the National Planning Support Team. 

6.9 Participant Critical Incidents (PCI) Fraud and Integrity issues and/or 

Privacy Breaches 

Follow all of agency guidance in relation to any one of these particular issues identified in the 

internal review process. 

The Agency acknowledges these issues can be triggering. Please seek support when you 

need to. 

You can find out more about supports for Agency staff and leaders on our Well+ Hub. 

Find out more on the Participant critical incidents intranet page. 

6.10 Internal Review face-to-face meeting requests 

At times, a participant or their authorised representative may request a face-to-face meeting. 

As Reviews Branch is a virtual team with a limited footprint, Reviews Branch does not 

include face-to-face meetings as part of the standard service offering. ROs can use 

telephone calls, email, and SMS to discuss the review with those who request them. 

If a face-to-face meeting is requested, and after discussing and exploring other options, such 

as engaging with Advocates/Authorised Representatives, Interpreting Supports, and 

organising specific times to call, it is determined that a face-to-face meeting may be 

necessary, seek assistance from your Line Manager to identify a pathway forward. 

6.11 Gathering further evidence 

An RO may determine further evidence is needed in addition to what is on the Business 

Systems to reach the correct and preferable decision. This can be determined by reviewing 

evidence provided and information gathered during the initial contact process, refer to article 

IRT – Contact the participant or applicant. 

Where the participant has indicated that they do not intend to provide further information and 

the RO finds that further information will not materially change the decision, further 
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information should not be requested. Further information should also not be requested when 

a review case is aged 60 days or above. Proceed to make a decision based on the 

information at hand. 

Note: The participant has opportunities to provide additional evidence to support the internal 

review at the time of lodging the internal review request. Providing additional information is 

included in the RoRD form and acknowledgement letter which allows for 14 days from the 

acknowledgement letter date to provide additional evidence. 

During the initial contact, information can be gathered to determine next steps, including 

whether or not seeking additional information is required. 

6.12 Formal Requests for Further Information Letter 

An RO may request information or evidence from a participant to support consideration of 

legislative criteria being met. The participant may also wish to provide more information, for 

example providing a report or an assessment which is nearing completion. 

A formal request will be issued via preferred method of correspondence by emailing or 

mailing a completed Internal Review Request for Information Letter or the Internal Review 

Unable to Contact Letter (if contact has not been made) to the participant. A request for 

further information letter is to be sent irrespective of whether the RO is requesting the 

information or the participant wishes to provide more information for the internal review. 

The Internal Review Request for Information Letter and the Internal Review Unable to 

Contact Letter (when applicable) will detail the evidence required and will include the 

timeframe for return of evidence (usually up to 28 days allowed). The provision of this 

information remains voluntary. 

For further information on what to take into consideration when determining the due date 

timeframe for further information requests, refer to Section 6.12.1 Timeframes for return of 

requested evidence. 

6.12.1 Timeframes for return of requested evidence 

The standard timeframe is usually between 14 and 28 days for the return of further evidence 

or information. This is not a legislative timeframe but is considered a reasonable timeframe 

for procedural fairness in administrative review. 

The timeframe for return of additional evidence may be adjusted if considered reasonable – 

for example if the person advises the evidence will be emailed within a few business days, it 

may be reasonable to agree on an earlier timeframe for provision of evidence and follow up 

(for example, 7 calendar days). 
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If the participant will need to see their health professional to obtain copies of documents and 

send them via mail, 28 calendar days for return of this evidence may be a reasonable 

timeframe. 

When determining the length of time for return of evidence for an internal review, 

consideration should take into account: 

• Whether or not the original 14 days from the acknowledgement letter date has

lapsed.

• The timeframe for return of additional evidence should take into account the 60

day PSG target and have the earliest practicable due date. The timeframe should

allow for a participant to return the evidence and for the RO to review the

additional information and complete the internal review. If an additional evidence

request will cause the internal review to go over the 60 day PSG timeframe,

please discuss with your Line Manager.

• Length of time between original decision and internal review requested.

• If the participant has had previous opportunities to provide further information.

An Internal Review outcome decision must not proceed unless either the further information 

timeframe has passed, the person has provided further information, or the unable to contact 

timeframe has passed. 

If information is provided prior to the timeframe expiring, ROs would need to make contact to 

confirm all documents have been received,(unless it is clear that all information requested 

has been supplied) and that there is no further documents to be provided. If there are no 

further documents to provide, the RO can then progress with the review. Otherwise, if there 

are documents still to be received, the RO would need to wait the full timeframe. 

6.12.2 Requests for extensions for provision of evidence for an Internal Review 

When a participant asks for extra time to provide further evidence there must be a clear 

reason for the RO to agree. Some examples are included in section 6.12.3. 

A fair extension would be an additional 7-14 days (a total of 36-43 days since the evidence 

was requested). This is not a legislative requirement but allows a reasonable timeframe for 

evidence to be returned and a decision to be made. 

If an extended timeframe for further information will lead the internal review to becoming 

older than 60 days, consult with your line manager for endorsement of the timeframe 

extension. 
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If the line manager approves an extension, it must be recorded as an internal note detailing 

the agreed timeframe extension and the reasons, refer to article IRT – Requests for further 

information. 

6.12.3 Example of exceptional circumstances for supported extensions for further 

information requests 

There are a range of exceptional circumstances listed below which may result in an 

extension of time to provide evidence. Consideration is given for other matters that may 

require an extension. 

• Specialist appointment or Allied Health Professional appointment has been

booked but has not yet occurred.

• Local or State Emergencies or severe weather events impacting on gathering of

evidence.

• Rural or Remote geographical impacts (visiting specialists).

• Changes to caring arrangements, including informal supports, due to death,

serious illness or injury of informal supports, or significant and unexpected

deterioration of disability-related functional capacity.

• Risk to self, others, community or agency reputation.

• A participant is living in an emergency declared region which has been affected by

a recent emergency.

• A participant requires a specialist appointment and there is a long wait for

appointments; a participant is hospitalised and has no advocate/support

coordinator, which can assist with gathering additional evidence.

• Unstable or fragile arrangements can also be considered (for example risk of

relinquishment of a child).

• Participants who do not have any disability specific supports in place and are re-

entering the community after a long-term residential stay (for example prison

release, mental health treatment release, newly acquired significant disability,

spinal cord injury).

• Recent or upcoming hospital admission or discharge.

• Impacts of COVID related self-isolation or other health related impacts preventing

the gathering and/or provision of additional information.
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Refer to Call guidance scripts. 

6.13 Deceased Participants 

If a RO is the first to be alerted to the death of a participant they must create a deceased 

participant leaving case, refer to article Complete deceased participant leaving case. 

If the deceased participant did not have a Plan Nominee or Child Representative, the RO is 

able to withdraw the case without progressing to a decision. 

A person who is directly affected by a reviewable decision may request a review under s100 

of the NDIS Act. Meaning that if there is a listed Plan Nominee or Child Representative on 

the Participant’s record we must seek consent to withdraw the review. If the Plan Nominee or 

Child Representative does not agree to withdraw, please seek the support of your line 

manager for next steps. 

6.14 Call guidance scripts 

6.14.1 initial call guidance and scripting example 

Note: This is an example for both ROs and BSOs and can be tailored for the specific 

situation based on your role. 

Good morning/afternoon 

My name is < name>, I am from the NDIA and I am calling you in regard to <participant’s 

name/your> s100 internal review request. 

Before we begin can I please complete proof of identity with you to ensure your privacy? 

Refer to article Check consent, nominee, child representative or self-representation 

authorities. 

My role is to consider the current plan you have and the parts that you are not happy with 

and why you are requesting a review. We can also check if what you are wanting to achieve 

can be met with your current plan budget. 

<I am/the review officer is> a decision maker that is separate to your original <planner or 

Local Area Coordinator or EC partner>. Once I have confirmed with you today the requests 

relating to your review and any other information I will be able to make a timely decision for 

you based on the information that we have. 

I can confirm that we have the following evidence available including <state briefly list of 

evidence provided for the internal review for example Functional Capacity Assessment 

report, Physiotherapy report, quote>, I will use this to assist with coming to a decision about 

your request. 
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Would you be able to provide me with details of the supports that you are requesting that 

differs from your current plan, and the reasons why you require this support? 

Take information on the supports being requested and why, and document as part of your 

internal note along with key discussion points. Finalise this in detail after the call. 

Other points to cover during phone call contact: 

• Confirm the preferred plan management type.

• Confirm preference for plan duration and any relevant issues.

• If applicable, confirm any assistive technology supports that may have been

claimed already and advise if decision is set-aside funding will be removed from

the new plan.

• Make sure any supports specifically withdrawn by the participant is included in the

interaction note.

• Allow time to explain or discuss keeping it to the point or relevant peripheral

issues.

• Prompt with information from the current plan – for example, number of supports

already provided and number they require, AT. “I can see here you have 2 hours

per day for core self-care, how many hours did you require?”

• Acknowledge any challenges or difficulties they have experienced (for example,

I’m sorry you experienced that, or I’m sorry that occurred)

• Where you need to gain an understanding from lived experience you should ask

questions that help you to create a picture of the person/need. For example:

So that I can get a clear understanding of the requested supports, what will they will help you 

to do differently than what your current plan can support you with? 

What does a typical day/evening/morning routine look like for you? 

Choose which is most relevant. You are looking for information that describes if a support 

need is a verbal or physical prompt, task set up, full physical assistance and if needs 

fluctuate then when and why? 

Thank you for confirming the supports you require. I can now proceed to review the available 

information and come to a decision about your supports. 

There may also be occasions where you can discuss the likelihood of the supports being 

funded or not. 
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I cannot give you a specific timeframe but will aim to complete internal reviews within a 60 

day timeframe from the request date. 

Once I have completed the decision you will receive an outcome and decision letter in line 

with the NDIS Act and Rules. 

If the original decision does not change there will be no change to the plan and you will 

receive a decision letter which explains the decision. 

If I approve any supports requested, I will make this change to your plan, and you will 

receive a copy with the decision letter. 

Confirm the contact details and preferred method of contact method are correct to receive 

the decision letter for the internal review. 

Check all relevant information in the ‘About Me’ section and obtain any mandatory 

information from the participant for blank sections, such as, My strengths, Daily Life. You 

must gather this information to complete the ‘About Me’ fields via the case action bar. 

Further information regarding NDIS supports can also be found on the NDIS webpage. 

Thank you and I appreciate your time today to discuss your review. 

6.14.2 Call guidance for additional evidence or reports 

In the event the participant wishes to provide additional reports or information and you can 

see that it would most likely materially change the decision. 

Avoid asking open ended questions such as, when can you get me the information? Instead 

ask something like: 

So I can make a timely decision would you be able to provide the information in the next < 

number of days>? 

Where further information will not change the decision, advise this to the participant. 

In your conversation use your skills to set a time frame that is as soon as possible and takes 

into consideration the 60 PSG. Negotiate in the first instance how soon the participant or 

nominee can return documents and confirm this reasonable timeframe taking into account 

the points of consideration outlined in section 6.12.1. 

If they can't provide the information in a timeframe to be able to make a decision within 60 

days, advise them you have a requirement to make a decision within a certain timeframe and 

if you don’t have the information by <date> you will need to make your decision based on the 

information you have. If in the future they obtain further information they may be able to ask 

for a plan change such as a reassessment or variation depending on their circumstances 

and they can discuss this with their NDIS contact. 
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6.14.3 Call guidance for reviews > 90 days 

We will automatically confirm the original decision in the first two scenarios. 

• Scenario 1 - Where there is an active ART matter identified by a current alert on

the record relating to the internal review request that is > 90 days.

• Scenario 2 - Where a participant expresses a clear preference / intention to go to

directly to the ART.

Proceed to clearly record the conversation, action and close the case as a confirmed 

decision and issue the deemed decision outcome letter. 

• Scenario 3 – No active ART matter and the participant expresses a clear

preference we complete a fulsome internal review. The participant will continue to

have external review rights to the ART following the outcome. Proceed to make

the decision based on the information at hand without seeking any further

information.

Scenario 1 – Because you have an external review already underway with the 

Administrative Review Tribunal and your internal review which is greater than 90 days I am 

unable to continue to consider your review request because the decision is automatically 

taken to be confirmed. I will update the request in our business system to reflect this and 

provide you with a confirmed letter today. The Case Manager from the ARTCM Branch will 

support you through the external review process. 

Scenario 2 or 3 – We aim to make a decision within 60 days and the law requires us to 

make a decision within 90 days. Your request is < xx days>, and I am very sorry you have 

been waiting this long for an outcome. Because it is over 90 days, you have the option to go 

directly to the Administrative Reviews Tribunal (ART) to request an external review. If you 

want to do this, this means, we are taken to have confirmed the original decision and we will 

stop considering your request. I can then provide you with information about the ART and 

external review process. It’s important you know what your rights are and that there are 

extensive delays with the ART so I cannot give you any guidance on how long an external 

review may take. If in our conversation today you choose to go directly to the ART I will 

proceed to confirm your review meaning the decision is confirmed and no changes are made 

and I will provide you with an outcome letter. This then closes your internal review. 

Alternatively, I can proceed to make an internal review decision for you as quickly as 

possible with the information available to me and you will still have review rights with the 

ART. 
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The following case studies were provided by PWPQ in consult with TAPIB (October 2024) as 

examples to be used by tech leads supporting the understanding of S10. 

8.1 Case example – Education 

8.2 Case examples – Psychology 
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• 6.12.1 Timeframes for return of requested evidence 

• 6.12.2 Requests for extensions for provision of evidence for an internal review 

• 6.12.3 Examples of exceptional circumstances for supported extensions for further 

information requests 

• 6.13 Deceased Participants 

• 6.14 Call guidance scripts 

• Appendix A - Principles for s100 Decision Making 

• Appendix B – Case study examples 

4. What can be reviewed as part of the statement of 

supports 

The statement of supports includes: 

• What NDIS funded supports are included in a participant’s plan 

• How those supports are described 

• How long the plan goes for 

• How the funding in the plan is managed. 

5. What will be considered as part of an internal review 

When reviewing a decision about a participant’s plan, Our Guidelines (external) state we will 

make our decision based on the facts and circumstances at the time of our internal review 

decision. 

The internal review will consider: 

• Any evidence from the original decision. 

• Reasons for the original decision. 

• Additional information that has been provided for the internal review. 

• The facts and circumstances of the participant at the time of making the internal 

review decision (this means we can consider any changes since the original 

decision was made, which may impact their statement of supports, such as, a 

change to the participant’s capacity to do things for themselves or an ongoing 

change to their living situation, which may mean they need more or less supports). 
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• The functional impact of the impairment arising from assessed disability or 

condition for which they met access. 

• The NDIS Act, including 2024 amended legislation and Transitional Rules effective 

3 October 2024. 

• Our Guidelines and internal guidance material. 

ROs will seek to review the request based on the support/s in dispute, and to those disputes 

the participant wishes to raise or is dissatisfied with as part of their internal review request as 

well as any dependencies or related supports. 

The exception is a request for a replacement support. These form no part of the review 

process or RO’s responsibility and decisions declining a replacement support are not 

reviewable. Unless the requested support on the outlist is explicitly asked to be considered 

as a replacement support, proceed to make a decline decision. The participant can elect to 

have this considered as per the replacement support pathway and this information is 

included in the general information section of our decision letters. For other requests that are 

not NDIS supports in accordance with S10, proceed to consider and decline/confirm via 

ordinary R&N decision making practice. 

During a planning meeting the participant does not have to specifically identify the supports 

they wish to be included in their plan. It is the planner’s and RO’s responsibility to gather and 

review all information before making a decision about what funded supports are included in 

the participant’s plan. The Multiple case decision tree may assist with discussions to 

understand participant’s options. 

Similarly, if new quotes, reports or assessments requested by the original delegate are 

submitted as part of the internal review process these can be considered if that is the 

preferred pathway for the participant. This could include a functional capacity assessment, 

assistive technology or home modifications quote or reports provided between the original 

decision and the internal review request. It is important the participant understands the intent 

of a plan change verses an internal review and the impact of their decision to their review 

rights. 

With respect to legislation amendments effective 3 October 2024 ROs are not required to 

remove a support on the ‘out list’ Section 10 for plans approved before 3 October where it is 

explicitly stated in the plan as an approved support. 

6. Additional Guidance for s100 planning review 

The following information applies to s100 regarding a participant statement of support and 

only applies only if there are supports in dispute. 
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6.1 Update to Participant statement of goals and aspirations (section 47) 

The statement of goals and aspirations is not a reviewable decision. Where a participant 

wants to add or change a goal but no changes are required to the supports funded, they do 

not need to have a plan reassessment. Changes to the participant statement can be made at 

any time and can be sent to enquiries@ndis.gov.au. If the requested change also requires a 

reassessment of their support needs, then a plan reassessment (section 48) is the correct 

pathway. 

When an update to the Participant statement of goals and aspirations is requested or 

provided information as part of the s100 process, the RO can update this for the Participant. 

Refer to article Complete a s47 request to update a participant’s goals, About me and 

informal, community and mainstream supports. 

6.2 Update information in About Me 

Plan Approval (PA) cases and Plan Budget (PBU) cases cannot be approved without 

appropriate mandatory information, for example. Daily Life, and My Strengths. Ordinarily this 

information is gathered early on at pre-access and planning stages. Clarifying calls will 

attempt to gather this information where any sections are blank. ROs and BSOs can refer to 

the Communique -Update information in about me. As an interim solution for in-flight reviews 

with a resulting PBU (or PA for plans new to PACE) that has a blank My Strengths RO’s can 

add the comment Please contact the Agency if you wish to update these details to this 

section in ‘About me.’ 

6.3 Update Participant Streaming 

If the RO identifies streaming factors from information provided during the internal review 

then the RO should review and update the participants streaming. Refer to the article  

Complete a streaming case (Streaming and Restreaming). 

6.4 Updating listed Primary Disability 

If the RO identifies evidence or information provided during the internal review or the 

participant has advised their disability is recorded incorrectly, the RO should review and 

change the listed disability information on the record. 

Where the funding included within the Participant’s Statement of Supports is being disputed 

the supports being requested are reviewable under s100 of the NDIS Act (2013). The review 

should consider the information available regarding the disability the participant has met 

access to the NDIS for and resulting impairments. Any other additional impairments can also 

be considered and a decision made under s34 of the NDIS Act (2013). Whilst a request to 

change or update the list of disabilities with supports in dispute can be part of the internal 
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review the pending changes to impairment notices will provide more guidance. It is best 

practice to discuss the reasons as to why a new disability has or has not been included with 

the participant. We do not include this information within our correspondence. 

Note: If ROs require assistance in determining if a participant secondary impairment/s would 

meet the access requirements refer to your Line Manager and/or seek ECS/TAPIB advice. 

For more information on updating or changing disability types refer article Request a 

participant disability change. 

6.5 Referral for Complex Support Needs (CSN) 

If ROs determine the participant’s circumstances meet the requirement for referral to the 

CSN pathway, complete a CSN Referral Form which will assist the CSN Operations Triage 

Team to quickly determine suitability. Refer to article Submit a referral to the Complex 

Support Needs (CSN) Branch. 

6.6 Refer Participant for Eligibility Reassessment (ER) 

If the RO identifies the participant may not meet the access requirements for the NDIS, the 

RO can provide a brief summary of this information within the plan implementation 

interaction. 

6.7 Referral of Participant that may have received a Compensation 

amount 

No plan with compensation identified should be rolled over, reviewed, or approved without 

first contacting the Compensation Recoveries Branch for advice. 

All s100 internal review requests relating to Compensation will be allocated to and completed 

by an APS 6 Review Officer including Access Review Officers. 

6.8 Appointing a Plan Nominee 

If the RO identifies the participant has requested or may benefit from the appointment of a 

nominee, the RO can refer to the National Planning Support Team. 

6.9 Participant Critical Incidents (PCI) Fraud and Integrity issues and/or 

Privacy Breaches 

Follow all of agency guidance in relation to any one of these particular issues identified in the 

internal review process. 

The Agency acknowledges these issues can be triggering. Please seek support when you 

need to. 
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You can find out more about supports for Agency staff and leaders on our Well+ Hub. 

Find out more on the Participant critical incidents intranet page. 

6.10 Internal Review face-to-face meeting requests 

At times, a participant or their authorised representative may request a face-to-face meeting. 

As Reviews Branch is a virtual team with a limited footprint, Reviews Branch does not 

include face-to-face meetings as part of the standard service offering. ROs can use 

telephone calls, email, and SMS to discuss the review with those who request them. 

If a face-to-face meeting is requested, and after discussing and exploring other options, such 

as engaging with Advocates/Authorised Representatives, Interpreting Supports, and 

organising specific times to call, it is determined that a face-to-face meeting may be 

necessary, seek assistance from your Line Manager to identify a pathway forward. 

6.11 Gathering further evidence 

An RO may determine further evidence is needed in addition to what is on the Business 

Systems to reach the correct and preferable decision. This can be determined by reviewing 

evidence provided and information gathered during the initial contact process, refer to article 

IRT – Contact the participant or applicant. 

Where the participant has indicated that they do not intend to provide further information and 

the RO finds that further information will not materially change the decision, further 

information should not be requested. Further information should also not be requested when 

a review case is aged 60 days or above. Proceed to make a decision based on the 

information at hand. 

Note: The participant has opportunities to provide additional evidence to support the internal 

review at the time of lodging the internal review request. Providing additional information is 

included in the RoRD form and acknowledgement letter which allows for 14 days from the 

acknowledgement letter date to provide additional evidence. 

During the initial contact, information can be gathered to determine next steps, including 

whether or not seeking additional information is required. 

6.12 Formal Requests for Further Information Letter 

An RO may request information or evidence from a participant to support consideration of 

legislative criteria being met. The participant may also wish to provide more information, for 

example providing a report or an assessment which is nearing completion. 

A formal request will be issued via preferred method of correspondence by emailing or 

mailing a completed Internal Review Request for Information Letter or the Internal Review 
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Unable to Contact Letter (if contact has not been made) to the participant. A request for 

further information letter is to be sent irrespective of whether the RO is requesting the 

information or the participant wishes to provide more information for the internal review. 

The Internal Review Request for Information Letter and the Internal Review Unable to 

Contact Letter (when applicable) will detail the evidence required and will include the 

timeframe for return of evidence (usually up to 28 days allowed). The provision of this 

information remains voluntary. 

For further information on what to take into consideration when determining the due date 

timeframe for further information requests, refer to Section 6.12.1 Timeframes for return of 

requested evidence. 

6.12.1 Timeframes for return of requested evidence 

The standard timeframe is usually between 14 and 28 days for the return of further evidence 

or information. This is not a legislative timeframe but is considered a reasonable timeframe 

for procedural fairness in administrative review. 

The timeframe for return of additional evidence may be adjusted if considered reasonable – 

for example if the person advises the evidence will be emailed within a few business days, it 

may be reasonable to agree on an earlier timeframe for provision of evidence and follow up 

(for example, 7 calendar days). 

If the participant will need to see their health professional to obtain copies of documents and 

send them via mail, 28 calendar days for return of this evidence may be a reasonable 

timeframe. 

When determining the length of time for return of evidence for an internal review, 

consideration should take into account: 

• Whether or not the original 14 days from the acknowledgement letter date has

lapsed.

• The timeframe for return of additional evidence should take into account the 60

day PSG target and have the earliest practicable due date. The timeframe should

allow for a participant to return the evidence and for the RO to review the

additional information and complete the internal review. If an additional evidence

request will cause the internal review to go over the 60 day PSG timeframe,

please discuss with your Line Manager.

• Length of time between original decision and internal review requested.

• If the participant has had previous opportunities to provide further information.
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An Internal Review outcome decision must not proceed unless either the further information 

timeframe has passed, the person has provided further information, or the unable to contact 

timeframe has passed. 

If information is provided prior to the timeframe expiring, ROs would need to make contact to 

confirm all documents have been received,(unless it is clear that all information requested 

has been supplied) and that there is no further documents to be provided. If there are no 

further documents to provide, the RO can then progress with the review. Otherwise, if there 

are documents still to be received, the RO would need to wait the full timeframe. 

6.12.2 Requests for extensions for provision of evidence for an Internal Review 

When a participant asks for extra time to provide further evidence there must be a clear 

reason for the RO to agree. Some examples are included in section 6.12.3. 

A fair extension would be an additional 7-14 days (a total of 36-43 days since the evidence 

was requested). This is not a legislative requirement but allows a reasonable timeframe for 

evidence to be returned and a decision to be made. 

If an extended timeframe for further information will lead the internal review to becoming 

older than 60 days, consult with your line manager for endorsement of the timeframe 

extension. 

If the line manager approves an extension, it must be recorded as an internal note detailing 

the agreed timeframe extension and the reasons, refer to article IRT – Requests for further 

information. 

6.12.3 Example of exceptional circumstances for supported extensions for further 

information requests 

There are a range of exceptional circumstances listed below which may result in an 

extension of time to provide evidence. Consideration is given for other matters that may 

require an extension. 

• Specialist appointment or Allied Health Professional appointment has been

booked but has not yet occurred.

• Local or State Emergencies or severe weather events impacting on gathering of

evidence.

• Rural or Remote geographical impacts (visiting specialists).

• Changes to caring arrangements, including informal supports, due to death,

serious illness or injury of informal supports, or significant and unexpected

deterioration of disability-related functional capacity.
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• Risk to self, others, community or agency reputation.

• A participant is living in an emergency declared region which has been affected by

a recent emergency.

• A participant requires a specialist appointment and there is a long wait for

appointments; a participant is hospitalised and has no advocate/support

coordinator, which can assist with gathering additional evidence.

• Unstable or fragile arrangements can also be considered (for example risk of

relinquishment of a child).

• Participants who do not have any disability specific supports in place and are re-

entering the community after a long-term residential stay (for example prison

release, mental health treatment release, newly acquired significant disability,

spinal cord injury).

• Recent or upcoming hospital admission or discharge.

• Impacts of COVID related self-isolation or other health related impacts preventing

the gathering and/or provision of additional information.

Refer to Call guidance scripts. 

6.13 Deceased Participants 

If a RO is the first to be alerted to the death of a participant they must create a deceased 

participant leaving case, refer to article Complete deceased participant leaving case. 

If the deceased participant did not have a Plan Nominee or Child Representative, the RO is 

able to withdraw the case without progressing to a decision. 

A person who is directly affected by a reviewable decision may request a review under s100 

of the NDIS Act. Meaning that if there is a listed Plan Nominee or Child Representative on 

the Participant’s record we must seek consent to withdraw the review. If the Plan Nominee or 

Child Representative does not agree to withdraw, please seek the support of your line 

manager for next steps. 

6.14 Call guidance scripts 

6.14.1 initial call guidance and scripting example 

Note: This is an example for both ROs and BSOs and can be tailored for the specific 

situation based on your role. 
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Good morning/afternoon 

My name is < name>, I am from the NDIA and I am calling you in regard to <participant’s 

name/your> s100 internal review request. 

Before we begin can I please complete proof of identity with you to ensure your privacy? 

Refer to article Check consent, nominee, child representative or self-representation 

authorities. 

My role is to consider the current plan you have and the parts that you are not happy with 

and why you are requesting a review. We can also check if what you are wanting to achieve 

can be met with your current plan budget. 

<I am/the review officer is> a decision maker that is separate to your original <planner or 

Local Area Coordinator or EC partner>. Once I have confirmed with you today the requests 

relating to your review and any other information I will be able to make a timely decision for 

you based on the information that we have. 

I can confirm that we have the following evidence available including <state briefly list of 

evidence provided for the internal review for example Functional Capacity Assessment 

report, Physiotherapy report, quote>, I will use this to assist with coming to a decision about 

your request. 

Would you be able to provide me with details of the supports that you are requesting that 

differs from your current plan, and the reasons why you require this support? 

Take information on the supports being requested and why, and document as part of your 

internal note along with key discussion points. Finalise this in detail after the call. 

Other points to cover during phone call contact: 

• Confirm the preferred plan management type. 

• Confirm preference for plan duration and any relevant issues. 

• If applicable, confirm any assistive technology supports that may have been 

claimed already and advise if decision is set-aside funding will be removed from 

the new plan. 

• Make sure any supports specifically withdrawn by the participant is included in the 

interaction note. 

• Allow time to explain or discuss keeping it to the point or relevant peripheral 

issues. 

FOI 25/26-2476

Page 264 of 280

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
.



OFFICIAL 

Guidance 

For Internal Use Only 

V11 2024-11-20  Principles of s100 Planning Review  Page 13 of 28  

This document is uncontrolled when printed. 

OFFICIAL 

• Prompt with information from the current plan – for example, number of supports 

already provided and number they require, AT. “I can see here you have 2 hours 

per day for core self-care, how many hours did you require?” 

• Acknowledge any challenges or difficulties they have experienced (for example, 

I’m sorry you experienced that, or I’m sorry that occurred) 

• Where you need to gain an understanding from lived experience you should ask 

questions that help you to create a picture of the person/need. For example: 

So that I can get a clear understanding of the requested supports, what will they will help you 

to do differently than what your current plan can support you with? 

What does a typical day/evening/morning routine look like for you? 

Choose which is most relevant. You are looking for information that describes if a support 

need is a verbal or physical prompt, task set up, full physical assistance and if needs 

fluctuate then when and why? 

Thank you for confirming the supports you require. I can now proceed to review the available 

information and come to a decision about your supports. 

There may also be occasions where you can discuss the likelihood of the supports being 

funded or not. 

I cannot give you a specific timeframe but will aim to complete internal reviews within a 60 

day timeframe from the request date. 

Once I have completed the decision you will receive an outcome and decision letter in line 

with the NDIS Act and Rules. 

If the original decision does not change there will be no change to the plan and you will 

receive a decision letter which explains the decision. 

If I approve any supports requested, I will make this change to your plan, and you will 

receive a copy with the decision letter. 

Confirm the contact details and preferred method of contact method are correct to receive 

the decision letter for the internal review. 

Check all relevant information in the ‘About Me’ section and obtain any mandatory 

information from the participant for blank sections, such as, My strengths, Daily Life. You 

must gather this information to complete the ‘About Me’ fields via the case action bar. 

Further information regarding NDIS supports can also be found on the NDIS webpage. 

Thank you and I appreciate your time today to discuss your review. 
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6.14.2 Call guidance for additional evidence or reports 

In the event the participant wishes to provide additional reports or information and you can 

see that it would most likely materially change the decision. 

Avoid asking open ended questions such as, when can you get me the information? Instead 

ask something like: 

So I can make a timely decision would you be able to provide the information in the next < 

number of days>? 

Where further information will not change the decision, advise this to the participant. 

In your conversation use your skills to set a time frame that is as soon as possible and takes 

into consideration the 60 PSG. Negotiate in the first instance how soon the participant or 

nominee can return documents and confirm this reasonable timeframe taking into account 

the points of consideration outlined in section 6.12.1. 

If they can't provide the information in a timeframe to be able to make a decision within 60 

days, advise them you have a requirement to make a decision within a certain timeframe and 

if you don’t have the information by <date> you will need to make your decision based on the 

information you have. If in the future they obtain further information they may be able to ask 

for a plan change such as a reassessment or variation depending on their circumstances 

and they can discuss this with their NDIS contact. 

6.14.3 Call guidance for reviews > 90 days 

We will automatically confirm the original decision in the first two scenarios. 

• Scenario 1 - Where there is an active ART matter identified by a current alert on 

the record relating to the internal review request that is > 90 days. 

• Scenario 2 - Where a participant expresses a clear preference / intention to go to 

directly to the ART. 

Proceed to clearly record the conversation, action and close the case as a confirmed 

decision and issue the deemed decision outcome letter. 

• Scenario 3 – No active ART matter and the participant expresses a clear 

preference we complete a fulsome internal review. The participant will continue to 

have external review rights to the ART following the outcome. Proceed to make 

the decision based on the information at hand without seeking any further 

information. 
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8.2 Case examples – Psychology 

8.2.2 Example 2: 

8.3 Case example – Employment 
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