2 June 2026

Téna koe

Official Information Act request

Thank you for your email of 10 April 2026, requesting information about MyMSD
document uploading procedures, failure logs, and records relating to the
documents you uploaded.

Within your request, the following questions fall within the scope of the Official
Information Act 1982 (the Act):
(a) Any records, reports, or communications concerning failures, faults,
errors, or technical issues affecting the MyMSD document upload system.
(b)  The Ministry's policies and procedures for handling documents uploaded
via MyMSD, including how uploaded documents are directed to the
relevant processing teams.

I have considered your request under the Act. Please find my decision on each part
of your request set out separately below.
e Any records, reports, or communications concerning failures, faults, errors,
or technical issues affecting the MyMSD document upload system.

Please find attached Appendix One, which details recorded issues with the
MyMSD document uploading system from February 2025 to April 2026.

Of the incidents affecting document uploads to MyMSD during this period, one was
identified as impacting more than one client.

Please note that the data has been consolidated into a table as a summary of the
incidents, in accordance with sections 16(1)(e) and 16(2)(c) of the Act.

Details of the incidents themselves are withheld under section 9(2)(a) of the Act
in order to protect the privacy of natural persons. The need to protect the privacy
of these individuals outweighs any public interest in this information.
e The Ministry's policies and procedures for handling documents uploaded via
MyMSD, including how uploaded documents are directed to the relevant
processing teams.

Please find attached Appendix Two, which outlines the document upload process
within MyMSD.

In addition, I have attached the links referenced in Appendix Two:

The Aurora Centre, 56 The Terrace, PO Box 1556, Wellington
- Telephone 04-916 3300 - Facsimile 04-918 0099



e Appendix Three, which provides guidance on next steps in MyMSD for
current applications; and

e Appendix Four, which explains how staff can enable clients to upload
further documentation through the Customer Management System (CMS),
where additional information is required as part of an application.

Document upload can be enabled in two ways. The first is through some flows
within MyMSD, for example applications for working age benefits. When these are
uploaded, they are sent through to a queue for staff to action. The second is when
a staff member enables upload. When this happens, anything uploaded needs to
be manually linked to the client record by the staff member, so requires the staff
member to remain connected to the client (for example a Customer Service
Representative on call with a client), or the client has to contact the Ministry of
Social Development to advise that they have uploaded the required documents.

I will be publishing this decision letter, with your personal details deleted, on the
Ministry’s website in due course.

If you wish to discuss this response with us, please feel free to contact
OIA Requests@msd.govt.nz.

If you are not satisfied with my decision on your request, you have the right to
seek an investigation and review by the Ombudsman. Information about how to
make a complaint is available at www.ombudsman.parliament.nz or 0800 802 602.

Nga mihi nui

PP-

Anna Graham
General Manager
Ministerial and Executive Services


mailto:OIA_Requests@msd.govt.nz
http://www.ombudsman.parliament.nz/
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Upload documents into MyMSD - Process

We’ve been making improvements to MyMSD to make it easier for clients to apply online, such as uploading their documents.

On this Page:
Uploading documents when applying for a main benefit or pension

People can upload their own, or their partner's, documents into MyMSD when they apply for a main benefit or pension. Once a
client has completed their online application form, they are asked to go to the 'Next Steps' section in MyMSD. Here, they can
upload documents and read and agree to their obligations.

After the documents are uploaded, they'll show in the 'scanned documents' tab in CMS. You'll need to save and publish these
to the client record. People can upload more if needed until the application summary has been set to 'completed' in CMS or the
lapse date has passed.

To assist clients with uploading documents as part of their next steps, and see how MyMSD & CMS interact, download MyMSD
next steps for current applications (pdf)_[http://doogle/documents/resources/helping-clients/products-services/service-
delivery/mymsd/mymsd-current-applications-document-upload-next-steps-and-cms-integration-updated.pdf]..

Verifying or providing Identity documents when applying for a main benefit or pension

Clients applying through MyMSD for ongoing financial assistance can choose to verify their identity online using Identity Check.
Identity Check will be part of the MyMSD application process and is provided by Te Tari Taiwhenua | Department of Internal
Affairs (DIA).

Further information around the business background of Identity check can be found here.
[https://doogle.ssi.govt.nz/resources/helping-clients/procedures-manuals/work-and-income/client-identity/identity-check.html]

Uploading documents to MyMSD while on the phone with a client
Through CMS, you can activate an option in MyMSD for the client to upload their documents while on the phone with you.
Quick steps

Go to the Client file — Home page ‘action menu’ in CMS
Select ‘Enable MyMSD Document Upload’

Under Number of days select ‘Today’

Select 'Yes'

The client can then go to the 'MyProfile' section on MyMSD to upload their document.
5a. If a client isn’t logged into MyMSD when you enable document upload, when the client logs in they’ll see an ‘Upload your
documents’ tile on their dashboard. Clicking this will also take the client straight to the upload document screens.

Select ‘Disable MyMSD Document Upload’ in the ‘action menu’ when client is finished uploading.
Go to Scanned Documents to process the document.
To guide clients through this process, download screenshots and instructions for doing_this in CMS & MyMSD (pdf),

[http://doogle/documents/resources/helping-clients/products-services/service-delivery/mymsd/mymsd-document-upload-screenshots-and-
step-by-step-instructions-2.0.pdf]..

Important notes and exceptions

Processing Documents

Whoever uses the document, must ensure the document is saved and linked or deleted from CMS. For example, if a CSR
requests the document to pay a hardship, they need save and link or delete the document once completed. If the CSR
requests the document then schedules a call back, the person calling the client back needs to save and link or delete the
document.

Types of documents clients can upload
If a client asks you about what kind of documents they can upload, please let them know:

they can upload a document, an email or something scanned and saved.
they can also take a photo of the information we need, if they want to.
JPEG and PNG files need to be less than 5MB.
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Word and Excel files need to be less than500KB.
PDF files need to be less than 5MB.

Uploading PDF files

Clients uploading PDF files need to make sure the file suffix (.pdf) is in lowercase - not capital letters. For example
mickey_mouse_bankstatement.pdf

Access to this function

Some clients with limited access to MyMSD won'’t be able to use this function. For example, low trust clients and clients
receiving support after the Christchurch Mosque Attack.

Full process

Step User Action

Before you turn on the application process, check with the client if they can see "Current Application” in
MyMSD. This is where the client can upload their documents for their benefit or application If the client

1 staff doesn’t have "Current application" you can turn on the upload space in MyMSD by selecting the action menu
in the clients CMS record and select "Enable MyMSD Document Upload"

Go to the ‘action menu’ in CMS - three dots on the upper right corner of the main screen.

CMS will ask you to confirm the Number of days for the client to upload evidence. Please ensure that Today
2 Staff is selected and select 'Yes' Note: this upload space will not create a task for additional processing. Please do
not leave this upload space open longer than your phone call with the client

3 Client Let the client know they can upload their documents in MyMSD. The client needs to select "My profile"
4 Client A space will be available for them to select "Upload your documents"

The client will be asked what the document relates to; get the client to select "Benefit application" or "NZ

5 Client Super application”

The client will be then shown an instruction sheet showing; - they can upload a document, scan or an
6 Client attachment - they can take a photo of their document - that the document they are uploading needs to be
clear and readable The client can select "Get started" to enter the upload space in MyMSD

The client needs to select the "Type of document" from the drop-down box: They can select: - Photo ID -

7 Client Non-photo ID - Evidence of costs

8 Client The client can then select the upload area (in grey) where they can upload their documents or drag and drop

Once the document is uploaded this will be shown in the Files uploaded section under the select "Type of

9 Client document"

10 Client If the client has more documents to upload, they can repeat steps 7 and 8; otherwise they can select Next

The client will then be asked to complete a declaration where they tick a check-box for the following: - |
declare that the photos or files I'm uploading are correct copies of the original documents - | understand that
giving false or incorrect information is a serious offence - | understand that providing offensive material may
result in prosecution action

11 Client

12 Client Once all three declarations are selected; the client can select "Next"
13 Client The client will receive confirmation that the documents have been submitted

Once the client has finished uploading their documents; turn off the document space by going to the "Actions
14 Staff menu" and selecting "Disable MyMSD Document Upload" and confirming you want to disable the upload by
selecting "Yes"

15 Staff  You can view the uploaded documents in CMS - Scanned Docs — View Scanned



16 Staff Once actioned, save and link or delete the document.

Content owner: Service Delivery Communications Last updated: 05 December 2023
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Description

When a client applies for a benefit, they need to provide proof of who they are. To get to this point, a client has completed the online application form through

an app called EOS (which looks like MyMSD for the client). The next steps are for the client to provide proof of their circumstances and who they are.

Due to technical limitations the client is not automatically taken to the 'Next Steps' section of their application, and instead is given instructions on where
within MyMSD to locate it.

Due to the ongoing changes to the business processing standards, we are regularly reviewing the instructions. Please be aware that some of the examples

below may be slightly out-of-date.

Step 1.
MyMSD homepage

This home page is just an example
and may look different for each
client depending on their
circumstances.

< Home

Finish your application >

Work >

Access free resources and
update your Jobseeker Profile.

»  Step 2.
Next Steps

For working age applications, all
three of the 'Next Steps' will need to
be completed in order for a S2P task
to be automatically created.

NZS applications function differently
and these steps don't need to be
completed in order for the
application to be sent to Work Load
Manager (WLM). However, the
processor will be able to see in CMS
what documentation is required and
whether it has been submitted (see

To do

Appendix B).
< Next Steps
) Apply Provide Processing

You must complete these steps before we
start to process your application.

Reference number: 12345

You have a current application
to complete.

You have no upcoming
payments, appointments or
active payment cards.

If this isn't right please contact us.

My profile

My letters

My debt

Current applications

Find a job

Check what you might get

Apply

Book an appointment

You must complete this step

Provide your identity document

These documents show proof of your identity.

You must complete this step
Provide your documents

These documents show proof of your situation
and support your application.

i

0 You must complete this step
Read and agree to obligations

i

Back

Step 7a.

Something has changed

Logout

6> I MINISTRY OF SOCIAL
EEE DEVELOPMENT
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Copyright © 2015 | Privacy, Copyright &
Disclaimer | Accessibility | Contact Us

ldentity step complete - can't do

The step is marked as complete and
a client will be unable to re-enter the
identity step flow.

The staff member processing the
application will need to get in touch
with the client to discuss their
options for providing an ID
document, depending on the
business processing standards at

the time.
< Next Steps
L JRIRN -
Apply Provide Processing

You must complete these steps before we
start to process your application.

Reference number: 12345

You must complete this step
Provide your documents

These documents show proof of your situation
and support your application.

0 You must complete this step
Read and agree to obligations

You've said you don’t have an ID.

Back

v~ Provide your identity document (

Step 3.
Provide documents

We'll ask clients for their ID if they
are a new client or if the ID on their
client record is no longer valid.

This page presents the three most
common government issued IDs
supplied by clients.

( Provide your documents

Select your identity document

You must provide one type of government issued ID.
Documents must be current, or if expired, no more
than two years old.

Step 3a.
Provide documents sub-page

This secondary page continues the
list of ID types we accept, in order of
the most common country/region of
birth. This is to minimise the number
of clicks and scrolling for the majority
of clients.

< Provide your documents

Other type of government issued ID

You must provide one type of government issued ID.

NZ Passport >
NZ Drivers Licence >
NZ Birth Certificate >
Other type of government issued ID >

Don’t have an identity document right now?

That’s OK. We can still process your application, however
you will still need to provide documentation at a later stage.

| don’t have an identity document

To learn more about the types of documents we
accept visit work and income

Back

Note: The link at the bottom of these pages
takes clients to:
https://www.workandincome.govt.nz/about-
work-and-income/our-services/what-to-
bring/types-of-documents-we-
accept.html#null

) Documents must be current, or if expired, no more
than two years old.

NZ Firearms Licence >

NZ Steps to Freedom Release Form >

Overseas passport with permanent

residency >
Confirmation letter of your permanent N
residence from Immigration NZ

Citizenship Certificate >
NZ Certificate of ldentity >
NZ Refugee Travel Document >
Australian Passport >
Australian Birth Certificate >
Australian Proof of Residence >
Cook Islands Birth Certificate >
Tokelauan Birth Certificate >
Niuean Birth Certificate >
Niuean Registration of Naturalisation >

To learn more about the types of documents we
accept visit work and income

Back

Step 4.
Upload documents

Clients select the grey box to access
their own files and choose which file
they want to upload. If a client is
using a desktop computer, they can
also drag and drop files into the grey
DOX.

Come back later buttons will take the

client back to step 2.

( Upload your documents

NZ passport

Take a photo of the personal information page in
your NZ passport.

For additional information, visit work and income [

» Handy tip

Make sure your documents are clear and
easy to read. This helps us process your
application faster.

PDF, JPEG & PNG files must be less than 5Mb.
Word & Excel files must be less than 500Kb.

Files uploaded (0) 1=

) Not yet uploaded

Save and continue

Come back later

Back

Step 5.
Upload successful

If the wrong document has been
uploaded, the client will need to
delete it on this page before logging
out. Clients are unable to delete
documents that were uploaded in
the previous visit.

( Upload your documents

NZ passport

Take a photo of the personal information page in
your NZ passport.

For additional information, visit work and income [

Handy tip

Make sure your documents are clear and
easy to read. This helps us process your
application faster.

|

|

|

|

PDF, JPEG & PNG files must be less than 5Mb. |

Word & Excel files must be less than 500Kb. |

| |
Passport.png file upload successful @

Files uploaded (1) =
o [ )

Passport.png m

19Kb

> Step 6.

Agreement

All three boxes need to be selected
in order for the client to progress.

When a client clicks agree, the
documents will be sent to Scanned
Documents (see Appendix A).

< Upload your documents

Agreement

By uploading a document you agree with

) the Ministry's terms and conditions:

| declare that the photos or files I'm
uploading are correct copies of the
original documents.

| understand that giving false or
incorrect information is a serious
offence.

| understand that providing offensive
material may result in prosecution

> v" Provide your identity document

action.
Cancel
Back

Step 7.
ldentity step complete

Once they've agreed, the identity
section will be marked as complete
and will move to the bottom of the
list of next steps.

The client cannot re-enter this step,
and will not know when their
documents are processed by a staff
member.

< Next Steps
%0
Apply Provide Processing

You must complete these steps before we
start to process your application.

Reference number: 12345

You must complete this step

o Provide your documents >
These documents show proof of your situation
and support your application.

0 You must complete this step >

Read and agree to obligations

Back

Save and continue

Save and come back later

Back

Step ba.
Upload errors

A client may experience errors
uploading documents. A red alert will
appear confirming the reason for the
unsuccessful upload.

The client will need to select the
trashcan to delete this before trying
again.

For PDF documents, the file
extension needs to be lowercase,
e.g. myid.pdf not myid.PDF

upload.txt has failed to upload. @
We do not accept this file format,
please try again.

Unsuccessful red banner appears with
warning icon. Unaccepted file type.

upload.png has failed to upload.
PDF, JPEG & PNG files must be less than 5Mb.
Word & Excel files must be less than 500Kb.

Variation: File too large

Unable to upload files.
A problem occurred while uploading the file(s).

Variation: Uploading the same file more
than once OR Backend issue (down)

Step 2.
Next Steps

If a client has more to upload later
on, they can save their progress and
return later.

< Next Steps
Q0
Apply Provide Processing

You must complete these steps before we
start to process your application.

Reference number: 12345

You must complete this step
Provide your identity document

These documents show proof of your identity.

You must complete this step
Provide your documents

These documents show proof of your situation
and support your application.

o You must complete this step
Read and agree to obligations

Back

Step 3b.

Provide documents (with upload)

They'll need to come back to their
identity step to complete it by
selecting 'Submit'.

< Provide your documents

Select your identity document

You must provide one type of government issued ID.
Documents must be current, or if expired, no more
than two years old.

NZ Passport

You've uploaded 1 document ?
NZ Drivers Licence >
NZ Birth Certificate >
Other type of government issued ID >

To learn more about the types of documents we
accept visit work and income [

Back




MyMSD - Design Page 2

Current Applications | Next Steps | Provide Supporting Documents 24 June 2021

Description

When a client applies for a benefit, they need to provide information about their situation. The next steps is for the client to provide supporting documents.

The documents we ask for in this flow depend on the answers a client has given in their online application form.

The 'Provide your documents' flow operates the same as the identity flow with a couple of extra functions.

Step 1. »  Step 2. » Step 3. » Step 4. » Step 5. » Step 6. » Step 7. » Step 8. » Step 9. y» Step 10.

Example homepage Next Steps Provide documents Provide documents sub-page Upload documents Provide documents sub-page Upload documents Provide documents sub-page Provide documents Agreement
If they need to, clients can upload Clients will see the total number of If the submit button is selected Once a client has selected 'Submit
more than one type of document. documents they've uploaded under without all documents being my documents' and agreed, they will
each section. uploaded, this will be recorded as a no longer be able to return to this
'Partial upload' in the CMS flow to upload more documents.

application summary.

This allows clients who may be

struggling to provide all their
< Home £ Next Steps 4 Provide your documents £ Provide your documents < Upload your documents £ Provide your documents < Upload your documents £ Provide your documents documents to continue with their £ Upload your documents
application and get help from staff.
a cee 9 Documents we need from you Income Salary or wages Income Compensation payments Income Agreement
Apply Provide Processing
You must provide the following documents. You need to provide proof of your current income. If Your evidence must show: You need to provide proof of your current income. If Your evidence must show: You need to provide proof of your current income. If _ By uploading a document you agree with
Finish your application - »| You must complete these steps before we you've stopped working, please provide details of * your namle you've stopped working, please provide details of . }[/r(])ur name t t you've stopped working, please provide details of < Provide your documents the Ministry's terms and conditions:
P i : . ' i . . ayment amoun our final pay.
start to process your application. your final pay your employer's name your final pay ep | y pay |
‘ i ’ i Bank account > * the hours you've worked  the date payment was received | declare that the photos or files I'm
Reference number: 12345 * your holiday pay details * the organisation that made the payment uploading are correct copies of the
* both before and after tax amounts of your pay. * both before and after tax amounts of your pay. Documents we need from you original documents.
Salary or wages > 4 ) Salary or wages > Salary or wages N
Work - You must complete this step N Examples include: You've uploaded 1 document Examples include: WOURE (pllesteiztl o Cesllineh You must provide the following documents I understand that giving false or
Acgeis sz Zesbourclfs aPndﬂ Provide your identity document Income * a copy of your earnings for the last 12 months * a letter from the organisation that made the incorrect information is a serious
SIS OTIFE( SISl S He ee These documents show proof of your identity. from Inland Revenue payment offence.
Self-employed > * payslip(s) Self-employed > e a bank statement Self-employed > . .
_ X * bank statements « a screenshot of your online banking Bank account g | ur][de_rsltand that :?[r_owdlng offﬁnswe
You must complete this step Accommodation costs « a letter from your employers « a letter from ACC. m&;_erla may resuft in prosecution
Provide your documents * your employment contract. B . . N | action.
o ) For additional information, visit work and income [
To d These documents show proof of your situation Investments > - . . . . Investments > Investments > Income
0 do . For additional information, visit work and income [ , >
and support your application. You've uploaded 2 documents
IRD number > .
Handy tip
v t ote this <t Handy tip Make sure your documents are clear and | agree
= You have a current application ou must compiete this step Child support > Child support > - Child support > _
- > o Read and agree to obligations Can't upload anything? P NIake sure you? documens are elear and " osy To 1eac TS Relps us process your " Accommodation costs ’
to complete. easy to read. This helps us process your application faster. Cancel
. . L application faster.
That’s OK. We can still begin to process your application, c . :
> however you will still be required to provide these Compensation payments > Compensation payments > S I : — ) Orlnpensa ion payments > — )
documents at a later stage. A S I I : You've uploaded 1 document IRD number >
| [
I
You have no upcoming Back : I ! : ) .
: : I I .
payments, appointments or | can't provide these documents ' : : PDF, JPEG & PNG files must be less than SMb. I Upload more later or submit what you can
active payment cards. To learn more about the types of documents we I PDF, JPEG & PNG files must be less than 5Mb. | : Word & Excel files must be less than 500Kb. I (_
accept visit work and income [ : Word & Exceliles must be Jess than S00Kb. | Continue e o e o o e e e e e e e m o2 2 ' Continue You can upload more documents later or submit your
| e e e e e e e o e o e e e - .- -m—-————- I documents to finish this step. NOte: When d C||ent C|ICkS agree, the |dent|ty
If this isn't right please contact us 1o learn more about the types Of documents we 2 Compensation.pngfile upload successful () document is sent to Scanned Documents in
- accept visit work and income i Payslip.png file upload successful Come back later Come back later . :
P SIPPRETe up ] SUPMityldosuments CMS. If a client clicks cancel, they can come
Back Files uploaded (1) = back later.
| Files uploaded (1) =
My profile To learn more about the types of documents we ) _ — To learn more about the types of documents we ) Usllesd e e
. . ., Compensation.png T . . ; P
Back i3 _ — accept visit work and income [i accept visit work and income [Ci
Payslip.png T 19Kb
My letters 19Kb

To learn more about the types of documents we
accept visit work and income [

Back RS
My debt Save and continue

Save and come back later

Save and come back later
Current applications Back

Find a job EEE
Back

Step 2. Step 11.
Next Steps Next Steps

Check what you might get

Apply
< Next Steps < Next Steps
Book an appointment — < <
Something has changed Apply Provide Processing Apply Provide Processing
You must complete these steps before we You must complete these steps before we
Logout start to process your application. start to process your application.
Reference number: 12345 Reference number: 12345
You must complete this step You must complete this step
&} MINISTRY OF SOCIAL O rrovide your identity document © Provide your identity document
E$ DE""'E LUPHEHT - These documents show proof of your identity. These documents show proof of your identity.
You must complete this step o You must complete this step
Provide your documents Read and agree to obligations
Copyright @ 2015 | Privacy, Copyright & These documents show proof of your situation
Disclaimer | Accessibility | Contact Us and support your application.

v Provide your documents

You've provided what you can.

o You must complete this step
Read and agree to obligations

Note: This home page is just an example
and may look different for each client
depending on their circumstances.

Back

Back
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Description Description
When a client is required to provide supporting documents for their These are the types of documents which may be required for a primary client and their partner. These can differ depending on the client's
partner, these will be listed in the 'Provide your documents' flow. circumstances. When a client completes their application form, the list of documents we need from them is automatically generated and displayed in

MyMSD. CMS checks if verification of ID, bank account, and IR number already exist. MyMSD won't ask for these if these is already available and valid.

Everything else is determined by what the client submitted in the EOS application.

Partner Partner Primary or Partner
Before upload. After upload. Here’s a full list of the type of documents we may ask a client and their partner for:
( Provide your documents ( Provide your documents ( Provide your documents Govern ment Issued I D (pa rtner on Iy)
Bank account Salary or wages
Documents we need from you Documents we need from you ' ------ Documents we need from you Self-em ployed
: IRD number
You must provide the following documents. You must provide the following documents. You must provide the following documents. I nveStmentS
Income > :
Bank account > Bank account > Bank account > Child Support
Accommodation costs Compensation payments
Income > Income > Income > Child ID
Documents we need from your partner Documents we need from your partner Documents we need from your partner | ' PrOOf Of hame Cha nge
You must provide the following documents from your You must provide the following documents from your You must provide the following documents from your :
partner. partner. partner. Proof of OngOing costs .
; N Home ownership costs
Covernment issued 1D , Government ssued 1D ; Government issued 1D > g Medical certificate for the person you're caring for Rental costs
Child Disability Allowance application form Board
Bank account
Bank account > You've uploaded 1 document > Bank account > .
------ ' Disability certificate
Can't upload anything? Upload more later or submit what you can Can't upload anything? :
Childcare Subsidy verification form hote: only Ingome and Aecommadation
That’s OK. We can still begin to process your application, You can upload more documents later or submit your That’s OK. We can still begin to process your application. y costs have su b—pages prior to upload.
however you will be required to provide these documents at documents to finish this step. However you will be required to provide these documents at
" later stage. " later stage. Out of School Care and Recreational Subsidy form
. _
Guaranteed Childcare Assistance Payment application
To learn more about the types of documents we To learn more about the types of documents we PrOOf Of CaSh a nd non'caSh assets
accept visit work and income & accept visit work and income [
To learn more about the types of documents we Ove rseas pe nsion deta"S
accept visit work and income [
.. .. Partner Death Confirmation (primary applicant only)
Back
Appendix A
Related views in CMS
Scanned documents Application summary
Documents appear in here when a client selects ‘| agree’ on the agreement screen As a client completes their next steps (page 1. step 7, 7a; page 2: step 11). the column to the right is
(page 1: step 6; page 2: step 10). Documents from MyMSD will show as scanned updated. See Appendix B for more detail. Note that the seniors application summary looks slightly
by bpmsystemuser. different to the working age applications summary pictured below.

= S g
Dashboard Workspace Inbox A s e i
Person Search DocUpload Test X Service Delivery Case - DocUpload Test X Person Search Application Client Search X Online Application Summary X
: : I S Online Application Summary
Service Delivery Case - DoclUpload Test ( Client Number: 511565518 ) - ® PP ’
Application Income Relationships

Shortcuts
Shortcuts

ﬁ Open
O (0) ltems to Verify Su mmary

@ (0) Evidence In Edit
- Motifications
DocUpload Test

Primary = 31years Message

Bl Mo Worker Assigned

) Accommeodation: Applicant has declared they have more than seven on-going accommodation costs.
Client Events Dther Systems Service Eligibility Referrals Service Plans Assessments My Account Administration Collections Evidence Summary Milestones

Date of Event: A potential or actual date of event is more than 26 weeks in the past.

Client Events List Scanned Documents List: Client Name: DocUpload Test - SWN 511565518 01/01/1990 Publish Documents (L) Clase c

Employment: Applicant has declared their employment hours vary weekly.

Search Clhient Events

Select Documents to Save v Reason for Event: Multiple potential reason for events have been identified for the application.
Must View Notes Applicant details
Recent Notes [] Document Type Scanned By Date Days till Deleted Narme Screenshot Example
Client number 510608343
Scanned Documents Photo Id bpmsystemuser 09/06/2021 26
Gender Male
B Date of birth 01/01/1990

Bank account O1-11 -1

Manage CV
IRD number TN

Phone number &) 64 02123456789
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Appendix B

‘Next Steps’ status updating between CMS & MyMSD 24 June 2021

Changes made in either system are reflected for both staff and clients.

If the client does one of their Next Steps, MyMSD will reflect that in CMS. Examp|e Statuses What MyMSD
If the status of a Next Step is changed in CMS, it is reflected in MyMSD.

in CMS: shows the client:

Next Steps

o 0
Apply Provide Processing
Partially Completed:
(no partner) You must complete these steps before we
start to process your application.
. - Reference number: 12345
Client has verified Complete
their identit
y You must complete this step
Applicant has provided all Yet to confirm ) FIARGE JOUN SOCIuTIonES
» _ _ _ These documents show proof of your situation
verification required for this and support your application.
Send to SWIFTT... application
: : \ You must complete this step
v il i mn e Al In Progress Obligations agreement Yet to agree ) o Read and agree to obllgations
MNext Steps / \
Client has verified their identity Not yet complete / Provide your identity document
Documents
Applicant has provided all verification required for this application. Yet to confirm
Document Category Name Status B
Government 1D Screenshot Awaiting Documents *ee
' Next Steps
v Bank Account Screenshot Awaiting Documents *ve
IRD Number Screenshot Awaiting Documents *eo
0 oo 0 oo o0
Pronf nf Incnmea Srroonchnt Aovvratinn Ninecnmeanita
Apply Provide Processing
Electronic signature
Applicant has agreed to the conditions of receiving ongoing assistance.
Thanks we are processing your application.
Partner has agreed to the conditions of recewving ongoing assistance Yet to agree FU"y COmple ted: You'll hear from us within 5 working days.
Partner has confirmed the relationship. Yet to agree (I’)O pa rtner), client has done all they ca I’I) Reference number: 12345
v Obligations agreement
I 1fi N . . .
- Take part in activities with our service providers Yet to agree Client has verified Complete 7 v" Provide your identity document
- Tell us if something changes . :
- Take part in work ability assessments their Identlty
- Find or prepare for work
- When taking care of dependent children > v" Provide your documents
_ _ _ N You have said that you have uploaded all the
- Take part in activities with our service providers Yet to agree verification required for this
- Tell us If something changes \ / _ _
- Take part in work ability assessments application / Read and agree to obligations
- Find or prepare for work - to di pligat th
- ' ' : : Oou want 10 alSCUsSs your ooiigations wi
v When taking care of dependent children Obligations agreement Contact requested N oy




MyMSD Document Upload - Enabling in CMS

If clients need to provide further documentation as part of an application, you can enable this in CMS.

Please note: Some clients with limited access to MyMSD won’t be able to use this function. For example, low trust clients
and clients receiving support after the Christchurch Mosque Attack.

1. Select ‘Enable MyMSD Document Upload’

Found in the action menu on a client’s home screen.

St Management System

: [l

¥
Mw Ciont Evern,

£ ©  Doclpload Test 0 se

Fg 56 The Terace, Wellinglon Central, Welinglon, 6011, New Zealand © Har g Plain Nate...

Male, Bom QUDV1S80, Age 31
agm @ erozaseras Q) NotRecorded Hardship Homapage
Hormny Ewidlen: Prochacts and Services Special Catens Clert Cortact s Chard Insaghts

Critical Information

Active Alerts

Special Cautions

Assign Office and Case Owner...
Winsrmnt To Arrast Agent
Obigations Faikure Mo Must View Notes S
letationshipes New Eviderce... -
Pastner Name Numiber of Ghildeen in Gane N el
Financial -
Financial Assistance
Nerw Scroening.
Nest Fegulas Payment Amourt Newt Aegular Payment Date
Aasatance Details Apportionment Indicatir Nerw Rpphoaiion For...
Next Expiry Date Expiry Type
i \ Hew Special Caution... v
Case Cwrer Sevvice Approach Wanga Securs Permon.
Aasigned Office Gurrent Task,
Fiegion Prorarnmme Taigs Ao s e Cle i
Maxt Appointrment Book New Appointment Contracted Case Managed By o
Profiles %
MyMSD Profile Nat Registered Last Login

Social Housing Status

Active Jotaeeher
Out Of Sync Status

SWIFTT Profile Exists.

MyAccount Regatrabon

Enabie MyMSD Document Upload....

n Reire: Enable MyMSD Chek To Ervol...

INew Riequest for Fnancial Assstance. .,

2

-

2. Choose number of days to functionality to be enabled

All times expire at midnight, options are today, 1 (tomorrow), 3, 5, 7, 14 and 28 days.

Numibers of days for the

cliont to upkoad evidence *

Document v2.0 1 Screenshots accurate as at 7.10.2021



MyMSD Document Upload - Client view

Once enabled in CMS, this is how a client can upload documents in MyMSD. The following functionality will be
enabled for the period you specify in CMS. There are two ways to access the document upload flow.
1a. If a client is not logged into MyMSD when you enable document upload: Select the

‘Upload your documents’ tile
Note: Selecting ‘My profile’ will work too, as per step 1b and step 2.

lcom nielTh ndardDef
myMSD WE come DanielTheBogStandardDefaultUser
Client number: 710142048
m Home
My profil R H
Y projiie : | Apply 2 _ Work >
! Upload your =1 | | You can apply here H Access free resources
= ! for most benefits or and update your

My letters : documents > _@} payments. Il Jobseeker Profile.

: i

1
My debt
Find a job e
Check what you
might get
You have no upcoming payments, appointments or active
Apply payment cards.
Book an
appointment
Something has If this isn’t right please contact us .
changed
Last logged in: 9:46am, Fri 23 Jun, 2017

A
yéwg.f MINISTRY OF SOCIAL New Zealand Government

i, DEVELOPMENT

This will take a client straight to step 3.

Document v2.0 2 Screenshots accurate as at 7.10.2021



1b. If a client is already logged into MyMSD when you enable document upload: Select
‘My profile’ in the main menu

‘Welcome DanielTheBogStandardDefaultUser

mymsp "
Client number: 709509064

m Home

' '

MRl ' Apply > Work +

R e AT a You can apply here for most Access free resources and

benefits or payments. update your Jobsecker Profile.

My letters
My debt

Find a job e

Check whal you

might get

You have no upcoming payments, appointments or active
Apply payment cards.
Book an

appointment

Something has If this isn't right please contact us .
changed

Last logged in: 9:48am, Frl 23 Jun, 2017

[ DEvELOPMENT - NewZealand Government

2. Select ‘Upload your documents’

‘Welcome DanielTheBogStandardDefaultUser
Client number: 709509064

MyMsp

m My profile

DanielTheBogStandardDefaultUser familyName

Document upload

oCUMEnts

Address Change

Home address

Hamilton Line One

2225 Line Two Home Road
Warkworth

Auckland

3214

Contact details Change

Personal email - we try this first
msd-TOSB0G064@mail.com

Community Services Card e

Can | get a Community Services Card? Go to the Work and Income website to find out

Jobseeker profile e

Creale profile

Document v2.0 3 Screenshots accurate as at 7.10.2021



3. Choose document type

Welcome DanielTheBogStandardDefaultUser
Client number: 709509064

MyMsp

3

{al Send us a document

What does your document relate to?

1 Benefit application >
' '
NZ Super application »
Something elae >

< Back Cance

Eéw.!s:g:'?&s'ccm Zealand Government

4. Select ‘Get started’

Make sure the documents you upload are easy for us
to read

Here's some examples...

Earsy Lo read

Company Kame
Tax lawoice GSTNC. 13-111-000

Masager: Jos Smith | Phe (14) 111 1
Date: 23-08-16 | Time: 1512

280
3l

You can uplead a document, a scan or an attachment from an email.

Or, you can take a photo of the information we need.

If we can't read the information in the documents. it may take us longer to
process your application.

Document v2.0 4 Screenshots accurate as at 7.10.2021



5. Select type of document using drop down menu

Welcome DanielTheBogStandardDefaultUser
mymso ! 5
Client number: 710142048

m Send us a document

Provide proof of costs

Type of document e

Please select

Files uploaded (0)

Evidence of costs

Mot yet uploaded

Pheto ID

Mot yet uploaded

Other ID

Mot yet uploaded

€ Back Cancal

ind Government

6. To upload, click the grey box OR drag and drop files in
Clients can upload Word, Excel, PDF, PNG, and JPEG files.

‘Welcome DanielTheBogStandardDefaultUser
Client number: 710142048

MyMsp

m Send us a document

Provide proof of costs

Type of document e

Evidence of costs

upload. JPEG file upload
Files uploaded (1) -
Evidence of costs
upload JPEG =
20Kb
Phata 1D

MNed yet uploaded

Other ID

Not et uploaded

Document v2.0 5 Screenshots accurate as at 7.10.2021



6a. Upload problems & restrictions
Clients can encounter different errors while trying to upload documents.

File too big

The client may need to re-save or split
documents to reduce the size.
e JPEG and PNG files need to be less than
5MB.
e  Word and Excel files need to be less
than500KB.
. PDF files need to be less than 5MB.

®©

Flles uploaded (0)

Nat yet uploaded

< Back

Cangel

Duplicate documents

| uplaad JPEG file upload successiul @ |
If a client attempts to upload the same file,
an error message will display. | i o]
Clients may need to delete the document. Files uploaded (1) i
upload JPEG -
20b L
PDF file extension capitalisation | T T &) |
If a client has tried to upload a PDF which is
under 5MB and it still doesn’t work, tell them l ® ‘

to make sure the file suffix (.pdf) is in
lowercase - not capital letters (.PDF).

For example bankstatement.pdf

Files uploaded (1)

upload JPEG

20%b

7. Select ‘Next’ once document uploads completed

mynsn Welcome DanielTheBogStandardDefaultUser
Client number: 710142048
m Send us a document
1 '
' '
' ]
0 '
' '
upload.ssx e @|
Files uploaded {3) -
Evidence of costs
upload JPEG =
20Kb |
Phato ID
upload.docx T
34Kb
Other ID
upload.xlsx o
Kb

DEVELOPMENT NewZealand Government
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8. Tick boxes then select ‘| agree’

myMSD Welcome DanielTheBogStandardDefaultUser

Client number: 710142048

(,.‘; Send us a document

Agreement

By uploading a document you agree with the Ministry's terms and conditions:
| declare that the photos or files I'm uploading are correct copies of the original documents.
| understand that giving false or incorrect information is a serious offence.

1 understand that providing offensive material may result in prosecution action.

Cancel | agree

5 MINISTRY OF SOCIAL
. DEVELOPMENT

NewZealand Government

9. Confirmation message appears, select ‘Ok’

Clients will then return to the MyMSD homepage, and can return and upload more documents as long as it is enabled.
Documents a client has uploaded will appear in Scanned Documents at this point.

Documents sent

Thanks for sending us your documents.

we'll get them processed shortly.

Document v2.0 Screenshots accurate as at 7.10.2021



MyMSD Document Upload - Disabling in CMS & Viewing documents

Once a client has completed uploading their documents, you can disable the functionality.

1. Select ‘Disable MyMSD Document Upload’
If the client has uploaded everything that you need.

=
®
3 _ . New Clort Evert...
§ DoclUpload Test SIses51E 0 Ser
irsgtion Central, Wellrgtion, 6011, New Zealand © Har g Plain Nate...
250, Ago 31
7o ) Mot Recorded Harsnp Homepage
Mew Lotter...
’ Disable MyMSD Docurment Lipioad....
Critical Information [ Rt Enable MyMSD Cick To Errol.. 3
New Reguest for Financial Assstance. hd
Special Caticns Assign Offios and Gase Cwner...
Winsrmnt To Arrast Agent
Obligations Faikire Mo Must View Notes S
Relationships Mew Evideree, . M
Pastner Name Nurmber of Ghikiren in Gare .
MNew Case..
Firars A Ay o
o Ko New Scroening.
Nt Regulas Payment Amsurit et Fesiudar Payrment Date
Aasatance Details Agporticnment Indicator New Appication Feem..
st Expiry Date Expiry Type
New Special Cantion. . o
Case Ovrer Service Approach Manags Sacure Person...
Aasigned Office Gurrent Task,
Region FiodiaiaThos Alocate a Hew Chent Number,.
Next Appointrient Book New Appointment Contracted Case Managed By o ol
MyMSD Profike Nat Registered Last Login
Social Housing Status AT ol Eidabic
Active Jobseeher MyAscount Regatration
Out Of Sync Status

2. Go to ‘View scanned documents’ to view & process the uploaded documents
MyMSD uploaded documents are always scanned by bpmsystemuser

Open

Shortcuts

) (0 Itams to Varity
@ (1) Evidence In Edit
DecUpload Test
Primary  Iyears W MoWorker Assigned

Othes Gystems  Gervice Elghiity  Felerrsls  ServieePlans  Assessmerts  Myloosud  Admistste Colections Evadence  Summer,

1 |

Chont Events List Scanned Documents List: Client Name: DocUpload Test - SWN 511565518 01/01/1990 [ Pubish Decuments [ Close
Search Chent bverts. it e

Mot N Bl

Thscont Hokes ] Document Type Scanned By Date Duys bl Deluted
eanned Decuments Praots i By stemuser 9052021 28

Upkossd Drocurment

Manage GV
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