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RETURNS  

This guide outlines the steps for uploading various types of returns, including creating 

returns from scratch, submitting contributions without returns, top-up returns, nil 

returns, and tracking submission statuses. By following these steps, users can 

efficiently upload their NAPSA returns and ensure accurate reporting.  

Return structure 

Before submitting your return, you must prepare a properly formatted CSV (Comma-

Separated Values) file. This file should contain contribution details for all employees for 

a specific month and year. Below is a detailed guide to help you correctly create the 

return file. 

Using a Spreadsheet Application, you can create the Required Columns 

In the first row of your spreadsheet, enter the actual values as show in the example. 

 

Alternatively, you can download the official return template from the link below 

https://icareuat.napsa.co.zm/media/returnTemplate/2025_NAPSA_Template.xlsm 

then follow the steps. 

 

 



 

 

3  

  

Upload a new return – CSV upload 

The Upload Return function allows employers to upload monthly returns for their 

employees.  The steps below will allow employers to upload returns on NAPSA’s 

iCARE system.  

From the side menu click “Returns” then select the “Employer Card as shown below. 

After selecting the employer account, click on “Upload Returns” button.  

 

 

Upon submission, a Tracking Number will be generated for monitoring the status of 

your top-up return. 

Create returns from scratch 

This option allows you to manually enter return details for each member right on the 

iCARE platform. To achieve this, follow the steps below.  

From the Dashboard, navigate to Returns in the side menu. Select Employer Card: If 

you manage multiple employer accounts, ensure you select the correct Employer Card. 

Click on “Create from Scratch” then input the member’s details, including Social 

Security Number or NRC, Gross Wage, Year Being Paid For, Month Being Paid. Once 

done, click “Add to Returns.” 
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Confirm the Details: Once all members have entered, review their details and click 

Confirm to complete. 

 

Tracking Summary  

This feature enables employers to monitor the status of submitted returns, view 

updates, and identify any actions required. Access it by navigating to the Returns 

section on the Dashboard and clicking Tracking Summary. 

You can search for specific returns using a Tracking Number, refresh the page for 

updates, and review key details such as submission date, return period, principal 

amount, total members, and the status—which may include Pending Submission, 

Pending Payment, Pending Approval, Failed Verification, Completed, Cancelled, 

or Pending NAPSA Resolve. Based on the status shown, users can take necessary 

follow-up actions, such as reviewing validation errors or confirming completed 

submissions. 
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Pending submission – return successfully verified but not submitted, proceed to submit 

return for payment/ cancel the return 

 

 

 

Verification failed – file needs corrections, click “View failure details” for returns with 

failed validations 
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View failure details or download failure report 

 

 

Cancelled status – returns cancelled – not submitted 

 

 

Pending payment returns means returns uploaded and are under the payments tab 

awaiting payment. 

 

 

Completed status – returns uploaded and payments made successfully 
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Contributions without returns 

This function allows employers to upload returns for paid periods without returns. For 

this function, you will need to prepare a return for a particular period, ensuring all 

necessary details are correctly entered, and then save the file as a CSV on your 

computer.  

Once you have your CSV file ready, navigate to the Returns section from the 

Dashboard. Select the Employer Card (If you manage multiple employer accounts, 

make sure to select the correct Employer Card) then click on “Contributions Without 

Returns”. 
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You will see a list of periods having overpayments or under posted returns, select the 

period whose return you just prepared then click the “Upload Return” button as shown 

above. This will prompt you to choose the CSV file you saved earlier. Once the file is 

selected, the system will automatically initiate a validation process to verify the 

correctness of the data. During this process, the system checks for any formatting 

errors or inconsistencies in the return details (e.g. Is the return total equal to the over 

paid amount in that period).  

After the validation, the system will display a summary, where you can review the 

number of valid records and any invalid ones (if any exist). For invalid records, reasons 

will be provided for correction. If the validation is successful, and the return amount 

matches the required total, you can proceed by clicking on Submit Return to finalize 

and complete the submission process. 

 

Upon submission, a unique reference number will be provided to you for tracking 

purposes. 

Top up return 

The Top-Up Return module allows employers to upload additional contributions for a 

previously submitted period, typically to correct underpayments on member accounts. 

To upload Top Up Returns, follow the steps below. 

Prepare the top up return with details such as the employee’s NAPSA number, period 

(month/year), and the additional amounts then save it on your computer in CSV format.  

On the Dashboard, navigate to Top-Up Returns under the Returns section then click 

on “Choose File” to browse and select the prepared CSV file from your computer then 

“Upload File” to submit your return.  
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Upon submission, a Tracking Number will be generated for monitoring the status of 

your top-up return. 

 

NIL returns 

The Nil Returns function in the iCARE system allows employers to report periods where 

no contributions are made due to the absence of eligible employees or business 

inactivity. To submit NIL returns, navigate to the returns page then click on “Nil 

Returns”.  
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Select the period you are trying to address then choose the reason that best describes 

why no contributions are being submitted for that period. Available options include 

Business Closed Operations in the Period, Business Suspended Operations in the 

Period, No Eligible Employees, and No Remuneration in Any Form. Submit the Nil 

Return Once all selections are made, click Submit Nil Return to complete the process. 

Caution:  

Only submit NIL returns if and only if the reasons above qualify.  

An employer can and will be penalised if they falsely provide NIL returns.  
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PAYMENTS 

The NAPSA iCARE system offers employers a simplified way to manage and pay 

returns, including new payments, underpayments, penalties, NPINs, and viewing 

payment history—ensuring compliance and timely contributions through an easy-to-

use platform. 

New payments 

The New Payments tab displays submitted returns that are pending payment. After the 

returns have been successfully uploaded, follow the steps below to pay for a particular 

period.  

After logging in to your iCARE account, from the side Menu click on Payments then 

New Payments. This will open a page listing all outstanding returns awaiting payment. 

Each entry shows key details including the Date Submitted, Reference Number, Period 

(e.g., 12 / 2022), Status (e.g., Pending Payment), Number of Members, Return Amount, 

Penalty (if any), and the Total Amount Due. 

Scroll through the list to find the period you want to pay for. Once located, select the 

period using the check box. You can select multiple return, once done click the “Initiate 

Payment Button”.  
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Once initiated, the page lists the payment periods you've selected, along with important 

details such as the reference number, return amount, penalty, total amount, and a field 

labeled Amount To Pay where you can enter how much you'd like to pay for each 

period. 

Each row corresponds to a specific period and shows the Return Amount, which is 

the original amount owed, and the Penalty, which is the fee charged for late payment. 

These two figures are added together to show the Total Amount. You are required to 

manually enter an amount in the Amount To Pay field, which must fall within a certain 

range. 

 

There are two important rules you must follow when entering your payment amount. 

First, the Amount To Pay cannot be less than the Return Amount. This means you 

are required to pay at least the base amount owed for that period. Second, the Amount 

To Pay cannot be more than the Total Amount, which means you cannot overpay or 

include amounts that exceed the sum of the return and penalty. 

For example, if the return amount is 100 ZMW and the penalty is 290 ZMW, 

the total amount is 390 ZMW. In this case, you can enter any amount between 

100 and 390 ZMW into the Amount to Pay field. The field may be blank 

initially, and you must enter a valid amount for each row before you can 

continue. 

After entering the amounts, you can click “Proceed to Pay” to move on to the next 

steps, Selecting the Payment Method.  
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Payment Method 

 

 

This page allows you to choose your preferred option for settling the payment. The 

system will display the Total Payment you’re about to make, both numerically and in 

words. 

You can choose from several convenient payment methods. The Credit/Debit option 

lets you pay using your VISA or MasterCard. You will be prompted to enter your card 

details to complete the payment securely. 
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If you prefer using a mobile wallet, select Mobile Money. This method supports 

payments through mobile network operators such as MTN, Airtel, and Zamtel. You will 

need to provide a valid mobile number. 
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For those who want to pay directly from their bank accounts, the Net Banking or EFT 

(Electronic Funds Transfer) option is available. This method supports several banks, 

including FNB, ZANACO, and others. The system will guide you through a secure bank 

transfer process. 

 

 

Alternatively, if you wish to pay in person, choose the Over-The-Counter method. This 

includes bank branches and authorized service agents such as Kazang and Konse 

Konse, where you can complete your payment physically. The system will generate an 

NPIN which you will present at the counter. 
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Once you have selected a payment method, follow the on-screen instructions carefully 

to complete the transaction. Always double-check the details before finalizing, and 

make sure to save the payment confirmation for your records.  
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Note: For the payment of Under Payments / Returns and Penalties is the same as 

stated above.  

 

NPINs 

NPIN tab shows all the NPINs on your account.  

 

 

 

To view receipt 

Payments- payment history – click the options button against the NPIN and click “View 

Receipt” 

 

 

 

 

 



 

 

18  

  

Click “Download PDF” to download the receipt 
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Copy of downloaded receipt 

  

 

Reinitiate a transaction on a failed NPIN 

To reinitiate the transaction by clicking options button against the failed NPIN– click 

“Pay for NPIN” to select a payment option.  NPINs are now non expiring. 
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Select a payment option with the same NPIN and proceed to pay. 

 

 

 


