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1. Improving access to the ACC scheme

The ACC Maori Development division has been expanded to pick up responsibility for monitoring and reducing access barriers to the ACC scheme for other groups, including Pacific, Asian, older, and disabled persons. 

Desired outcome

Initiatives will target Pacific, Asian, older and disabled persons. The division will ensure that ACC works with claimants, their representatives, and community organisations, to develop, identify, prioritise, and plan to address access issues for the targeted groups. 

Links to strategy objectives and actions

Improve the quality of information available, including where to go for more information, the services available and how to access them – action 6.4.

Ensure that disabled people are able to access appropriate health services within their community – action 8.4.

Outcome measures and timeframes

The expanded division will be fully established by July 2004.

Work plans will be prioritised and will include methods to identify access barriers to the ACC scheme by the first quarter of 2004/05.

2. Code of ACC Claimants’ Rights

Description

The Code of ACC Claimants’ Rights (ACC Code) 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 ACC Code is to meet the reasonable expectations of claimants about how ACC should deal with them. This includes providing procedures for lodging and dealing with complaints following breaches of the ACC Code and remedies for addressing any breaches.
Desired outcome

Encourage positive relationships between ACC and claimants and to foster a partnership based on mutual trust, respect, understanding and participation.

Links to strategy objectives and actions

Ensure rights for disabled people – action 2.6.

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 ACC Code and its effectiveness over its first 12 months of operation will be completed by mid May 2004.  An output of the review report will be an implementation plan.  The activities in the implementation plan are to be completed by October 2004. As part of this review, ACC will consider mechanisms to specifically target claimants with long-term disabilities to ensure that the ACC Code is meeting their needs.

3. Advocacy framework

Description

ACC has developed an overall framework for the delivery of advocacy services to claimants.  The intention of the framework is to meet the needs of claimants who require assistance in their dealings with ACC.  It incorporates a number of different approaches, including two pilot processes for 2004/05. These will pilot the delivery of advocacy through an 0800 number and the establishment of a grant scheme to assist advocacy groups.  

Desired outcome

0800 Advocacy line

The 0800 advocacy line is intended to provide easily accessible help to facilitate resolution of issues at a lower level, enhance access to entitlements and to ensure the quality and safety of the information, advice and advocacy service provided. This is expected to improve the delivery of service to claimants with long-term disabilities.

Grants scheme

The grant system proposed is an opportunity for ACC to provide funding to assist organisations to improve the quality and availability of their services. 

Links to strategy objectives and actions

Ensure rights for disabled people – action 2.6.

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

Outcome measures and timeframes
The project plans for both pilot schemes are to be completed by 30 June 2004.

4. Safer ROHE initiative

ACC has started scoping work for a set of regional (ROHE) initiatives aimed at working with existing Maori community infrastructure to improve access to ACC-related services and entitlements for Maori who have had a personal injury, as well as improving injury prevention outcomes in each region.

Desired outcome

Access initiatives will target Maori with disabilities. The aim is to increase awareness of personal safety and disability matters (arising from injury) in the targeted communities.  

Links to strategy objectives and actions

Establish more disability support services designed for Maori by Maori – action 11.1.

Train more Maori disability service provider professionals and increase the advisory capacity of Maori – action 11.4.

Outcome measures and timeframes
Five regions will be targeted.  Activity will be initiated in two regions initially by December 2004, with the other three to follow in 2005.

5. Maori Consumer Research Programme

ACC has provided funding towards a three-year joint research project with the Ministry of Health and Health Research Council.  The Maori Consumer Research Programme aims to explore Maori consumer use, barriers, expectations and experiences of health, disability and injury treatment services. 

Desired outcome

The intention is to increase ACC’s understanding of Maori perceptions, attitudes, expectations and practices so as to inform improvements in the design, purchase and delivery of services for Maori ACC claimants.  

Links to Strategy Objective and Action

Establish more disability support services designed for Maori by Maori – action 11.1.

Train more Maori disability service provider professionals and increase the advisory capacity of Maori – action 11.4.
Outcome Measures and Timeframes

The final report is due July 2005.

6. ACC health purchasing requirements 2004/05 and 2005/6 
Description

Each year, ACC develops its health purchasing requirements. Information for the development of the 2004/05 and 2005/06 ACC Health Purchasing Strategy will be sought from internal ACC stakeholders, customer satisfaction surveys, quarterly reports to the Department of Labour, the annual review of ACC’s business plan and, analysis of current cost drivers. The information will be co-ordinated and used to identify any issues in ACC’s health purchasing, such as service gaps, supply problems, quality and policy issues. 

Desired outcome

The aim is to implement the most cost-effective initiatives for achieving ACC’s strategic direction and meeting the needs of ACC claimants.

Links to strategy objectives and actions

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

Develop and maintain effective rehabilitation services - action 7.4.

Improve timeliness of service provision – action 7.7.

Ensure that disability services do not perpetuate the myth that disabled people are ill, while recognising that disabled people do need access to health services without discrimination – action 7.9. 

Establish more disability services designed and provided by Maori for Maori – action 11.2.

Increase access to, and quality of, both Pacific and mainstream service providers that deliver disability services to disabled Pacific people, their families and communities – action 12.1. 

Outcome measures and timeframes

The report for 2005/06 will be completed by December 2004. Monitoring of the 2003/04 plan is to be undertaken in November 2004. Focus group meetings will be held to consult with disability groups. This will inform planning for the 2005/06 review

7. Drug and alcohol service

Description

A drug and alcohol service is a new service designed to provide assessment and treatment services for ACC claimants whose alcohol and/or drug addiction provides a barrier to their rehabilitation.

Desired outcome

The expected gain from this initiative is that ACC claimants who are affected by drug and/or alcohol addiction will be able to receive assessment and treatment services that reduce their addiction and provide them with management strategies to manage addiction.
Links to strategy objectives and actions

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

Develop and maintain effective rehabilitation services action 7.4.

Outcome measures and timeframes

The new service will be contracted by November 2004.

8. Interagency working group on brain injury 

Description

Issues and concerns for people with brain injury and their families did not always arise from inappropriate or unavailable services. A number of problems arose from a lack of awareness and understanding of the nature of brain injury and its impact. 

Co-ordination between agencies in terms of information exchange and development of effective transitioning procedures, especially when a person leaves or enters the justice system, were identified as areas of significant concern.  ACC has therefore established an interagency working group on brain injury.

Desired outcome

The working group aims to provide a co-ordinated approach to the delivery of rehabilitation, which is aware of the consequences of brain injury.

Links to strategy objectives and actions

Ensure all agencies that support, children, youth and families work collaboratively to ensure that their services are accessible, appropriate and welcoming to disabled children, youth and families – action 13.1.

Improve the quality of information available, including where to go for more information, the services available and how to access them - action 6.4.

Identify unmet need and develop affordable solutions to fill these gaps – action 7.6.

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

Outcome measures and timeframes

The working group will provide expertise into the development of the Ministry of Corrections plan for prisoners with special needs by October 2004.

It will also identify brain injury awareness programmes that could be beneficial across governmental and non-governmental sectors.

9. Inter-ACC meeting on the needs of children 

Description

ACC recognises that currently work being undertaken by ACC on children’s issues is uncoordinated without any clear strategic direction. Children who have injuries interface with a variety of agencies and for many, the lifetime relationship is with ACC. ACC has identified that it is well placed to develop an integrated injury prevention and rehabilitation strategy, which initially looks internally and then explores effective external linkages.  

Desired outcome

A co-ordinated approach to the delivery of rehabilitation which recognises the different environments that children operate in and minimises the impact of operating in different environments. 

Development of processes and procedures that maximise the opportunities for children and offer smooth transitions across different funding agencies. 

Links to strategy objectives and actions

Ensure that disabled students, families, teachers and other educators have equitable access to the resources available to meet their needs – action 3.3.

Improve support for disabled children and youth during transition between early childhood education, primary school, secondary school, tertiary education and employment – action 13.6. 

Ensure all agencies that support children, youth and families work collaboratively to ensure that their services are accessible, appropriate and welcoming to disabled children, youth and their families - action 13.6.  

Outcome measures and timeframes
Identification of the current activities and issues by August 2004 and development of a strategic plan including a monitoring mechanism by March 2005. 

10. Chair of Social Commission for Rehabilitation International 

Description

ACC has enabled an employee with a disability to take up international responsibility to chair the Social Commission for Rehabilitation International. This will enable ACC and New Zealand non-government and government agencies to access international information, which will inform both service and policy development. It will also alert New Zealand to important trends in international debate. 

This appointment recognises the leadership role of New Zealand in the area of social rehabilitation. 

Desired outcome

An informed government and non-government sector on key international issues within social rehabilitation particularly and rehabilitation generally. 

Links to strategy objectives and actions

Recognise and honour the achievements of disabled people – action 1.3.

Model the inclusion of disabled people in leadership roles within government departments, in order to encourage leadership by disabled people within the organisation - action 5.3. 

Outcome measures and timeframes
Appointment to commence from July 2004 for a four year period. 

11. Serious Injury Quarterly Report 

Description

The Serious Injury Quarterly Report was established to provide information to ACC management, service delivery teams and purchasing and policy teams. The reports inform future improvement work, especially in terms of injury prevention, case management practice and service delivery. 

Desired outcome

To collect useful information about serious injury claimants to inform future work.

Links to strategy objectives and actions

Collect useful information about disability through all relevant surveys to inform the research programme – action 10.2.

Disability surveys, to contribute to policy work, service development and monitoring – action 10.3.

Outcome measures and timeframes

The reports are provided on a quarterly basis.

12. Customer satisfaction survey 

Description

A serious injury customer satisfaction survey is undertaken 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. 

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 objectives and actions

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

A report on the findings of the serious injury customer satisfaction survey for 2004 is to be completed by March 2005. An action plan as a result of the 2003 survey will be developed by August 2004.  This information will feed into the 2005 health purchasing requirements.

13. Review of the ACC rehabilitation model

Description

The ACC rehabilitation model is based on the assumption that the ACC claimant is central to the rehabilitation process. Surrounding the ACC claimant are 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 ACC claimant centred and their delivery designed to meet the needs of ACC claimants.

Desired outcome 

Ensures that services are ACC claimant centred and the delivery of services is designed to meet the needs of ACC claimants.
Links to strategy objectives and actions

Foster an aware and responsive public service – action 6.1.

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

Recognise that it is disabled people who are experts on their own experience – action 1.2.
Outcome measures and timeframes

The updated Rehabilitation Model was introduced in 2002. A review of the model was scheduled for December 2003 however, this was not achieved. This is an area of high priority for 2004/5 as it sets a framework from which to develop services and policy. Any changes to the rehabilitation model will be made in consultation with ACC claimant groups. 

14. 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 ACC claimant and their family. 

A lifetime rehabilitation plan focuses on the ACC claimant’s abilities and needs, and encourages the ACC 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 ACC claimant to achieve their rehabilitation goals.

Desired outcome

To provide services to seriously injured claimants, which aims to enhance their quality of life and encourage inclusion and participation in society.To improve 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.

Links to strategy objectives and actions

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 – actions 7.1.

Value families, whanau and people providing support – action 15.1.

Outcome Measures and Timeframes

Additional lifetime rehabilitation planners are to be recruited and trained mid 2004. ACC aims to have all serious injury claimants to have a lifetime rehabilitation plan by December 2005.

15. Vocational rehabilitation for claimants with spinal injury

ACC has contracted with the Spinal Injury Trust to provide vocational services for claimants with spinal injury.

Desired outcome

The initiative will target two groups of claimants – those who are inpatients in the Burwood Spinal Unit and those claimants who are in the community in the Christchurch area.

The initiative aims to provide vocational programmes for claimants with spinal injury to facilitate their return to work and to provide vocational rehabilitation for claimants who are currently without work. The programme will work to support claimants to take responsibility for their own return to work.

This service will be reviewed and if successful, mechanisms will be used to develop programmes nationally.

Links to strategy objectives and actions

Enable disabled people to lead the development of their own training and employment goals, and to participate in the development of support options to meet those goals - action 4.2.

Provide information about career options, ways to general income and assistance available for disabled people - action 4.4.

Assist self-help initiatives, service provision and advocacy organisations run by disabled people for disabled people – action 5.2.

Ensure that government agencies, publicly funded services and publicly accountable bodies co-operate to ensure that the disabled person is at the centre of service delivery – action 7.2.

Outcome measures and timeframes

The service will be reviewed in November 2004 and evaluated in May 2005.

16. Your guide to rehabilitation 

Description

To support the serious injury video that has been developed and in response to feedback from the serious injury satisfaction survey and the ACC research team, ACC will be developing a written resource. This resource outlines how to access ACC services, the rehabilitation planning process, ACC’s commitment to the Code of Claimant rights and dispute resolution processes. 

Desired outcome

To demonstrate that the basis of the relationship is truly one of partnership where ACC is committed to effective access to information and decision-making processes. 

Links to strategy objectives and actions

Make all information and communication methods appropriate to the different needs of disabled people - action  6.5.

Recognise that it is disabled people who are experts on their experience – action 1.2.

Improve the quality of information available, including where to go for more – action 6.3.

Information, the services available and how to access them – action 6.4. 

Outcome measures and timeframes
Material to be available in a print version by September 2004, material to be available in alternative formats such as Braille by June 2005.

17. ACC website and Content Management System

Description

The ACC website www.acc.co.nz will be redesigned over the 2004/05 period. This follows a review undertaken in 2003/04, and aims to improve access.
Desired outcome

Information on the ACC website is accessible to people with disabilities.

Links to strategy objectives and actions

Foster an aware and responsive public – actions 6.4 and 6.5

Outcome measures and timeframes 

To create an improved gateway to the information on the ACC website through better usability principles including clear, straightforward and intuitive design and improved navigation.

18. Building and location accessibility 

Description

ACC offices are accessible for all people and have parking available for people with disabilities.

Desired outcome

For all people to be able to access ACC offices 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 and refurbishment projects undertaken during 2004-05 will aim to ensure there is access for all people.  

19. 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 disabled people.

Desired outcome

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

That disabled people will be effective and valuable staff members, contributing to ACC’s business objectives, and developing their skills and experiences through personal development.

Links to strategy objectives and actions

Provide opportunities in employment and economic development for disabled people - actions 4.1, 4.2, 4.3, 4.4, 4.6, 4.8, 4.9.

Foster leadership by disabled people - action 5.3

Foster an aware and responsive public service – action 6.6

Outcome Measures and Timeframes
ACC’s Human Resources will continue to review human resource policy during 2004/05 period.  This review will consider changes that may be required to ensure ACC continues to meet its commitment toward the New Zealand Disability Strategy. A full review of all human resource policy will be completed by December 2004.
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