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1.
Code of ACC Claimants’ Rights

Description

The Code of ACC Claimants’ Rights was established under the Injury Prevention, Rehabilitation, and Compensation Act 2001 and implemented on 1 February 2003.  The ACC Code confers rights on claimants and imposes obligations on ACC in relation to how ACC should deal with claimants.

The purpose of the Code is to meet the reasonable expectations of claimants, and about how ACC should deal with them. This includes providing procedures for lodging and dealing with complaints following breaches of the Code and remedies for addressing any breaches.

Desired Outcome

The Code of ACC Claimants’ Rights will encourage positive relationships between ACC and claimants.   To foster a partnership based on mutual trust, respect, understanding and participation. 

Links to Strategy Objective and Action

Ensure rights for disabled people – action 2.6

Foster an aware and responsive public service.

Develop mechanisms to ensure that all government policy and legislation is consistent with the objectives of the NZ Disability Strategy – action 6.1.

Ensure that all government agencies treat disabled people with dignity and respect – action 6.3  

Outcome Measures and Timeframes

A formal review of the Code of ACC Claimants’ Rights will be conducted in 2003/04 to ensure it is meeting its objectives.  As part of this review ACC will consider mechanisms to specifically target claimants with long term disabilities to ensure the Code is meeting their needs.

2.
Consumer Outlook Group

Description 

A Consumers’ Outlook Group has been established to seek community advice on claimant service issues, to prioritise issues of concern, and to further assist ACC in its work with claimants.

The purposes of the group will be to:

· Provide an open avenue of communication to assist ACC in understanding the issues of ACC claimants.

· Provide a better forum to allow ACC to obtain information on matters related to effective delivery of services to ACC claimants.

· Allow ACC to share relevant information with key organisations that represent claimants (for example, information on the Code of ACC Claimant’s Rights).

Membership of this group is made up from community advocacy groups and includes a member from the Disabled Persons Assembly (NZ) Inc.

Desired Outcomes

The establishment of good working relationships with community advocacy groups.

ACC is able to use information obtained from community advocacy groups to improve service delivery to claimants with long term disabilities. 

Links to Strategy Objective and Action

Encourage and educate for a non-disabling society – action 1.2

Foster leadership by disabled people – action 5.1

Foster and aware and responsive public service –action 6.1

Outcome Measures and Timeframes 

Consumers Outlook Group was established March 2003.  Meetings will be held quarterly and will be attended by ACC CEO and key members of the ACC Senior Management Group.
3.
EEO and Good Employer Practices

Description

ACC operates a personnel policy that follows the principle of being a good employer and meets the obligations of Part VI of the State Services Act 1988.  This includes an equal opportunities programme, the impartial selection of qualified personnel and the recognition of the employment needs of people with disabilities.

A Merit Award was presented to ACC in the Mainstream Employer of the Year Award 2002 in recognition of its support of employees with disabilities.  

Desired Outcome

ACC is able to create a workplace that is inclusive and enables every employee to develop his or her potential.  

Links to Strategy Objective and Action

Provide opportunities in employment and economic development for disabled people – action 4.9.

Foster an aware and responsive public service – action 6.2.

Outcome Measures and Timeframes

ACC’s Human Resources department will be undertaking a review of HR Policy during 2003/04 period.  This review will consider any amendments that may be required to ensure ACC continues to meet its commitment to the Disability Strategy.

4.
Appointment of Rehabilitation Advisor

Description

The Rehabilitation Advisor is responsible for ensuring that ACC staff have access to consistent, timely, quality rehabilitation advice to enable them to achieve ACC’s strategic objectives.

The Rehabilitation Advisor provides support in the development of operational and strategic policy relating to claimant rehabilitation and where appropriate include a disability perspective during the consultation phase.

Desired Outcome

ACC staff will be able to seek advice from the Rehabilitation Advisor on issues that impact on people with disabilities.

Appropriate recognition of disability issues will be included the policy development process.

Links to Strategy Objective and Action

Encourage and educate for a non-disabling society – action 1.4

Ensure rights for disabled people – action 2.1.

Foster an aware and responsive public service – action 6.1.

Outcome Measures and Timeframes

Key target to achieve this year include:

The establishment of a inter-divisional rehabilitation forum by July 2003

Vocational rehabilitation guide for occupational and medical assessor – November 2003

Development of plan for improved residential services for people with serious injuries – October 2003

5.
Creation of Lifetime Rehabilitation Planning 

Description

Lifetime rehabilitation planning involves the development of a long-term rehabilitation plan by a lifetime rehabilitation planner, in conjunction with the claimant, and (where appropriate) their family and whanau. 

A lifetime rehabilitation plan focuses on the claimant’s abilities and needs, and encourages the claimant’s inclusion and participation in society by taking a holistic approach to rehabilitation planning.  A lifetime rehabilitation planner makes assessments, identifies supports and looks for support options that will assist the claimant to achieve their rehabilitation goals. 

Desired Outcome

Lifetime planning provides services to seriously injured claimants, which aims to enhance their quality of life and encourage inclusion and participation in society.

Lifetime planning improves the management of rehabilitation for claimants with long-term serious injuries, by providing consistency and reassurance that ACC is available to provide support in the long-term.

Improves the relationship with providers by enhancing the clarity of their role, and service delivery expectations by being able to better identify short and long-term requirements.

Links to Strategy Objective and Action

Ensure rights for disabled people – action 2.6.

Provide opportunities in employment and economic development for disabled people – action 4.5

Foster an aware and responsive public service – action 6.3.

Create long-term support systems centred on the individual – action 7.1 – 7.9

Support lifestyle choices, recreation and culture for disabled people – 9.1

Value families, whanau and people providing support – action 15.1

Outcome Measures and Timeframes

Twelve Lifetime Rehabilitation Planners were recruited in January 2003 to commence lifetime planning initially on all new claims.

Additional Lifetime Rehabilitation Planners will be recruited and trained during 2003.

All claims involving serious injury will have a lifetime rehabilitation plan by December 2005.

Review of Lifetime Rehabilitation to take place end of 2003/04.
6.
Update of Rehabilitation Model

Description

The Rehabilitation Model is based on the assumption that the claimant is central to the rehabilitation process. Surrounding the claimant are the supports and entitlements, which assist in the restoration of health and independence. ACC is only one partner in the rehabilitation process, other partners may include whanau/family, community and other health agencies. 

The model seeks to ensure that services are claimant centred and their delivery designed to meet the needs of claimants.

Desired Outcome

The Rehabilitation Model will assist ACC to work in partnership with the claimant (and others) to identify claimant needs, to provide the appropriate support and entitlements, to assist the claimant in the restoration of function which in turns facilities participation and contributes to quality of life. 

Links to Strategy Objective and Action

Foster an aware and responsive public service – action 6.1.

Create long-term support systems centred on the individual – action 7.2.

Outcome Measures and Timeframes

The updated Rehabilitation Model was introduced in 2002 and will be reviewed at the end of 2003 to ensure it is appropriate for claimants with long term disabilities.  The review will also consider if the model is meeting the needs of Maori and Pacific Island claimants with long term disabilities.

7.
Injury Surveillance Advisory Panel

Description

The Injury Surveillance Ministerial Advisory Panel has been esblished to provide independent advice about the Department of Statistics’ new role as manager of all injury-related information held by the government. The Department of Statistics will set standards, collect and publish information, provide data to researchers and review information requirements.  

The panel has been set up under the Injury Prevention, Rehabilitation, and Compensation Act 2001, and has four government representatives, one each from  ACC, the Department of Labour, Ministry of Health and Ministry of Transport. 

Desired Outcome

The coordinated approach will lead to better understanding of the causes and effects of injuries. In turn, this will help ACC develop more effective policies and programmes for injury prevention and rehabilitation.

Links to Strategy Objective and Action

Collect and use relevant information about disabled people and disability issues – action 10.2.

Outcome Measures and Timeframes

Panel members were appointed February 2003. 

The Panel will provide a yearly report on its progress.

8.
Supported Accommodation

Description
ACC has become aware that there are a number of younger claimants who are residing in inappropriate accommodation such as rest homes for elderly people. 
ACC is considering the possibility of setting up a trial of supported accommodation, with final approval dependent on the acceptability of a more detailed proposal.  The proposal will outline the specific components for the establishment of supported accommodation. 

Desired Outcome

The introduction of supported accommodation has the potential to increase access to quality residential services for serious injury claimants, improve their sense of well being and enhance their participation in the community.
Links to Strategy Objective and Action

Support quality living in the community for disabled people – action 8.1.

Outcome Measures and Timeframes

A detailed proposal on the planning and viability of a supported accommodation project to be submitted to the ACC Board mid 2003.

9.
Appointment of a General Manager Maori Development

Description

The appointment of a General Manager for Maori Development will assist ACC meet its key objective to work in partnership with Maori, and will provide a focus point for Maori initiatives.

Desired Outcome

Increased the ability of Maori organisations to deliver services to Maori with disabilities 

Increased awareness of disability issues amongst Maori communities. 

Links to Strategy Objective and Action

Promote participation of disabled Maori – action 11.2.

Outcome Measures and Timeframes

Position filled March 2003.

ACC will report on how this position has developed when it reports against this plan in 2004/05. 

10.
Return to Work Programmes

Description

ACC is currently looking at ways to encourage labour force participation for long-term significantly disabled claimants who because of their injury would not otherwise be likely to obtain mainstream employment. 

ACC has commissioned work from the Alan Bean Centre to examine strategies to assist these claimants back into work.

Desired Outcome

Return to work programmes targeted at long term significantly disabled claimants will assist claimants realise their potential, regain their confidence and assist with finding suitable meaningful employment.

Links to Strategy Objective and Action

Provide opportunities in employment and economic development for disabled people – action 4.1.

Outcome Measures and Timeframes

Proposals for options aimed at return to work programmes for long-term significantly disabled claimants to be submitted for consideration by December 2003. 

11.
ACC website

Description

ACC website follows the guidelines of the State Services Commission’s standards for Government websites.  The guidelines include a requirement that websites be accessible to all, including people with disabilities.

Desired Outcome

Information on ACC website is accessible to people with disabilities.

Links to Strategy Objective and Action

Foster an aware and responsive public – action 6.4, 6.5

Outcome Measures and Timeframes

The current ACC website installed in December 2001 meets the E-Government requirements and the ‘Bobby’ standard (an organisation that identifies significant barriers to technology access by disabled people).  

A review of the ACC website is currently underway, due for completion by end of 2003.  The aim of the review is to look at ways of improving access to the site for all people including people with disabilities.

12.
Building and Location Accessibility 

Description 

All ACC buildings comply with the New Zealand access standards for disabled people.   

Desired Outcomes

People with disabilities are able to access ACC sites safely and independently.

Links to Strategy Objective and Action

Foster an aware and responsive public service – action 6.6.

Outcome Measures and Timeframes 

All new buildings are sourced with the predominant aim of ensuring access for disabled people.  Currently a new site for the Auckland Branch of ACC is being sought.

All new refurbishment projects will continue to incorporate access for disabled people. 

13.
Video for Serious Injury Claimants

Description

ACC is currently developing a video resource for claimants who have suffered a serious injury.  

The video will assist claimants, their family and whanau adjust to life following a serious injury. The aim of the video is to help prepare injured people and their families for the future. 

This video will show seriously injured claimants and family members some key points about living with serious injuries, and to reassure them that ACC is here to help.  Using real-life examples and people the video will show some of the scenarios families might face.
Desired Outcome

Seriously injured claimants their family and whanau are prepared for the future by having access to information to help them understand the nature of serious injuries.  

Seriously injured claimants their family and whanau have access to what help is available to them and to assist with making informed choices on care options. 

Links to Strategy Objective and Action

Foster an aware and responsive public service – action 6.4

Value families, whanau and people providing ongoing support – action 15.3

Outcome Measures and Timeframes

Video due for release August 2003.

14. ACC Health Purchasing Strategy for 2003/04

Description

Each year ACC develops a Health Purchasing Strategy to look at the health purchasing requirements for the coming year.   

Information for the development of the 2003/2004 Health Purchasing Strategy will be sought from ACC’s branch network, satisfaction surveys, quarterly reports to the Department of Labour, the annual review of the business plan, analysis of current cost drivers and Scheme Improvements review of claims. 

This information will be co-ordinated and used to identify any issues, such as service gaps, service, supply problems, quality issues or policy issues. 

Desired Outcome

Service gaps, supply issues and policy issues will be addressed and the most cost effective options for achieving ACC’s strategic direction and meeting the needs of claimants will be determined.

Links to Strategy Objective and Action

Create long-term support systems centred on the individual – action 7.6

Outcome Measures and Timeframes

A six monthly review will be undertaken in 2003 to assess progress and identify any urgent issues that may need addressing. 

15. Customer Satisfaction Survey

Description

A serious injury customer satisfaction survey is commission by ACC each year and involves 75 serious injury claimants and their carers.  Claimants are selected from a mix of injury types and geographical regions. The regions are varied each year and involve two rural and two urban locations.

The survey consists of a face-to-face interview with the claimant and a telephone interview with the main carer of the claimant.

Each year a specific area is targeted in this survey.  The 2003 survey includes a section examining the satisfaction of children and their families with ACC services.

Desired Outcome

Serious injury claimants and their carers are able to provide feedback on how satisfied they are with the service they receive from ACC.  

Any problems or service gaps are identified so that ACC can develop more effective policies and programmes aimed at improving services for serious injury claimants.

Links to Strategy Objective and Action

Create long-term support systems centred on the individual – action 7.6

Collect and use relevant information about disabled people and disability issues – action 10.2

Enable children and youth to lead full and active lives – action 13.4

Value families, whanau and people providing ongoing support – action 15.4

Outcome Measures and Timeframes

Report on the findings of the serious injury customer satisfaction survey for 2002/03 to be completed by September 2003.
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