Working with the Code of ACC Claimants’ Rights Policy .. abG

Summary

Objective

ACC and its agents have a legislative responsibility to provide the highest practicable standard of service and fairness to clients. In
order to fulfil our responsibilities, especially about our service, communication and behaviour you must understand you obligations
and responsibilities under the Code of ACC Claimants’ Rights.

See also Rules for managing complaints and Responsibility for managing complaints.

Owner [Name withheld]

Expert

Policy

1.0 Applying the Code of ACC Claimants’ rights
a When dealing with clients ACC must fulfil its obligations in the Code of ACC Claimants’ Rights (the Code).

Accredited employers and agents of ACC are subject to the Code and must provide the highest practicable standard of service
and fairness.

2.0 The Rights
a The Injury, Prevention, Rehabilitation, and Compensation (Code of ACC Claimants’ Rights) Notice 2002 specifies eight rights.

Clients have:

« the right to be treated with dignity and respect

« the right to be treated fairly and have their views considered
« the right to have their cultures, value and beliefs respected
« the right to a support person or persons

« the right to effective communication

« the right to be fully informed

« the right to have their privacy respected

« the right to complain.

See Behaviours to uphold the Code of ACC Claimants' Rights for a more in-depth guide to each right and staff obligations.

D Behaviours to uphold the Code of ACC Claimants Rights

3.0 ACC philosophy

a You must comply with ACC's philosophy for dealing with client problems, concerns or complaints. This philosophy supports the
Code.

When a client raises a concern or complaint, you must:

« take the concern or complaint seriously

» commit to settling it in a fair, open and respectful manner

« resolve it as quickly as possible

« treat the client with courtesy

« keep the client informed at all stages

« take responsibility for working with the client until the issues are settled.

You must not discriminate against a client because they have raised a concern or complaint. Clients who raise a concern or file
a complaint must not be disadvantaged in any way.

Whenever possible, we should learn from feedback or complaints and find new ways of working if recurring issues or themes
are identified.
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4.0 The purpose of the Code

a The purpose of the Code of ACC Claimants' Rights is to meet clients' reasonable expectations about how ACC should deal
with them. The Code provides a framework that enables us to deliver a high standard of service and fairness to clients. The
Code achieves these objectives by conferring rights on clients and imposing obligations on ACC.

5.0 The spirit of the Code

a The Code encourages positive relationships between ACC and clients. For ACC to assist clients, a partnership based on
mutual trust, respect, understanding and participation is critical. Clients and ACC need to work together, especially in the
rehabilitation process. The Code is about how ACC will work with clients to make sure they receive the highest practicable
standard of service and fairness.

6.0 Exceptions
a The ACC Code of Claimants’ Rights does not apply to:

* dealings with clients before 1 February 2003

« disputes about cover and entitlements, including treatment and compensation, which are addressed through the independent
review and appeal processes

« the provision of treatment services. Treatment services are covered by the Code of Health and Disability Services Con-
sumers’ Rights

« treatment and disability services purchased by ACC. Services purchased by ACC are covered by the Health and Disability
Sector Standards and the Health and Disability Services (Safety) Act 2001

» employee performance issues

« a person who is not a claimant, or who does not have an actively managed claim

The client has the right to review a decision made about their complaint under the Code of ACC Claimants’ Rights. However,
AC Act 2001, Section 149(3) prohibits any further appeal to the District Court against that review decision.

Customer Resolution can investigate matters that do not fall within the scope of the Code. In these cases we will issue a writ-
ten outcome which will not have review rights. However, if the client is dissatisfied with how we have handled their feedback
they can raise a further complaint with the Office of the Ombudsman.

D Resolution Services
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