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ACC, Accredited Employers (AE) and Third Party Administrators 
(TPA) must meet their obligations when managing complaints.
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Customer Resolution contact the 2!!!! 
team or managing 
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Customer Resolution tryloresolvelheissue 
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BusinessUnil escalatelotheCustomerResolulionteamif· 

• theissueisgettingcomplex 
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Customer Resolution acknowledge the complaint 

Customer Resolution gather info1mation on the O ACC7407 

Complaint investigation issue histoiy form and 

liasewithACCstafftoresolvetheissuels 

within ... 

twoworkingdayolreceivingthecomplainl 
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Customer Resolution issue a decision letter when the investigation is 20 working days, or the limeframe 

complete specified in the acknowledgement letter 

Business unit. AE. , 0< implement the agreed resolution and notify lhe limeframe agreed with Customer 

TPA Customer Resolution when complete Resolution 

Customer Resolution complete a post-.invesligalion lonow up (PIFU) three working days after the resolution is 

implemented 




