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Current State

Access Find Support
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Direct kiritaki to Find Support, or
a bulk email sent to Suppliersin
the region seeking availability
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Find Supportis the key entry point for survivors to seek support through the
current ISSC, and when launched in 2014 was an effective way to give survivors
control of the process to engage with a supplier best suited to their needs.
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No response

Out of office — not
accepting referrals
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with an available
provider



https://www.findsupport.co.nz/

Seeking support - current state

What’s the

problem?
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Find Support provides no information on Supplier and Provider capacity.
Survivors contacting multiple Suppliers, many resulting in a declined referral.
Being matched with a provider that is not best placed to meet their needs.

There is no clear path for survivors to gain information about what to do and they
navigate the complex system alone.

Depending on which ‘avenue’ a survivor takes (i.e. Supplier vs GP) the support and
guidance can be very different.

The process of finding an ACC-funded therapist feels unsupportive and demoralising and
the wait time can be long and uncertain.

The lack of visibility of available therapists means that survivors are making multiple
attempts to find a therapist only to be told the provider has no availability each time.

ACC has no real visibility on demand for services and availability.




Seeking support —opportunity for change

What we have done

2022
ACC

Proposition
Design

2022 - 2023
Engagement

June 2024

Design
completed

Jul 2024 — Mar

2025
ACC Review

April 2025

Set Up

Recommended

development of an
effective ‘front door’

that is known and
available to make it
easier for survivors to
be connected to help

and support.

Engagement as part
of the ISSC Evolution
work to test the
findings from the
proposition design.

ACC engaged
Whakarongorau to
consider and design
a solution that
leveraged Safe to talk
as a central entry
point to services and
information.

Whakarongorau
completed the high
level design and
submitted to ACC.

ACC review of the
design documents,
and alignment with

MSD.

ACC engaged
Whakarongorau for a
‘Set Up’ period to
operationalise the
high level design.

Planned Go live date
of the new Pathway
to the Sensitive
Claims Service
through Safe to talk
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Seeking support-future state

* Thereis a clear path for survivors to gain information about what to do and are supported
through a complex system.

e Survivor has one point of contact, can be referred to the most appropriate service (including
the Sensitive Claims Service).

* Overtime there will be more information about the capacity of suppliers to accept referrals.

What's the « Greater ability to survivors being matched with a provider best placed to meet their needs.
benefit?

* Aconsistent response can be provided, with no wrong door.

* Survivors will feel supported to find a therapist, and if required to wait will be supported
through that time.

* Provides survivors greater control and autonomy through the process. Reaching out for help is
hard, but to fail at the first hurdle to seek support is devasting.

* ACC will have greater visibility of demand for services and availability of the contracted
workforce.
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Safe to talk Pathway to Sensitive Claims

* Create an effective entry point for kiritaki into
the Sensitive Claims Service

e Utilise Safe to talk brand/ pathway

* Improve client experience as they enter the
service

* Efficiently and effectively connect kiritaki with
suppliers.
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Delivery of the base service

Entry to Service
Check-in Service

Base Service Kiritaki access the Future
Launch service via Coordinators Enhancements
telephone, text, provide acheck in

_ in September 2025. webchat oremail. service to kiritaki. from 2026
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Safe to talk Search for Website
Coordinator Supplier Enhancements
Team
Searching for Service information
Monday to Friday Suppliers on behalf added to Safe to talk
8am to 8pm of kiritaki. website.
Saturday
10am-6.30pm
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The Safe to talk Coordinator team

* Ateam of non-clinical coordinators who support kiritaki in the Pathway to Sensitive
Claims Service

* Recruitment of workforce focused on diversity and representation of communities of
need identified in service design

* Dedicated learning programme provided to the team before service launch, including:
- Overview of Sensitive Claims
- Pathway to Sensitive Claims policies and processes
- System training
— Transferring kiritaki to Safe to talk’s clinical team when needed.
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Website acts as the
central hub for the
service.

Caring service

Administrative service is
caring and empathetic.

Signposting

Directing kiritaki to
community services and
support tools.

Transfer to clinical team

Transferring kiritaki to
the clinical team when
necessary.
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Entry to Service

Choice of channel

Kiritaki can choose their
preferred
communication method.

Entry to activities

Access to supplier
search and check-in
service.

General information

Providing kiritaki and
their support whanau
with general information
about the service.
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The ‘Search for Supplier’

. Consent process to do the Search for Supplier
. Safe to talk Coordinator team actively searches for a supplier on behalf of the kiritaki
. Supplier availability information kept up to date by team

. Kiritaki are placed in our system, so we have visibility of their search details (date

initiated, provider preferences, search activity to date)
. ‘Request for Support’ sent to suppliers who may have availability

. When a supplier indicates they have availability, Safe to talk Coordinator team

contacts the kiritaki.

. When referral accepted by supplier and kiritaki, they are handed over to the supplier

and exited from the service

. Kiritaki can re-engage with the service at any time (e.g. if provider is not a good fit).
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7 Kiritaki Exit
Kiritaki exits Safe to talk - Pathway
to Sensitive Claims

6 Referral to Supplier

Referral is sent once kiritaki
accepts

Supplier accepts and coordinator

Pathway to
supplier  Trenenicnome

Request is sent to potential
suppliers.

3 Regular Search

Desktop search identifies suitable
suppliers.

2 Search for Supplier List

Kiritaki provides preferences and
consents to search

1 Entry to Service

Kiritaki initiates contact and
explores options.
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The ‘Check-Iin’ Service

* Regular (every 4 or 8 weeks) contacts with kiritaki, while they await a supplier

 Update of search activity completed on their behalf, signposting to community

services and other support, updating of preferences if necessary
e Choice of channel: voice, SMS, email
* Optional service for kiritaki, with consent

* Helps kiritaki to know we are working on their behalf, and they are not forgotten.
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Scenario

Jane opts in for the Check-in service during their initial interaction with a Safe to talk Coordinator. They request to
be contacted by phone, every 4 weeks, after 5pm a Monday, Wednesday, or Thursday.

Over the past three months, the Safe to talk Coordinator team have:

O Provided updates on supplier search activity

O Captured additional kiritaki information to support the search
process

O Directed Jane to new information and digital tools on safetotalk.nz
and other external support in their community

O Encouraged/validated Jane’s support actions

O Had ongoing discussions to capture Jane’s needs

O Identified signs of distress during a scheduled Check-in call, and
safely provided handover to Safe to talk’s clinical team

O Provided advice re what to expect for when accepting support from a
supplier.

| appreciate the check
in call. | don’t feel
forgotten and know
that the search is
underway
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Enhancements to safetotalk.nz

Contact Service

how to contact the service.

Website updated with new pages for

Pathway to Sensitive Claims service.

Explore Digital Tools g
This inCLUdeS: Access and utilize digital

tools for wellbeing.

e Sensitive claims explained

@ Use Find Support

Y%

e How the Pathway to Sensitive

Get guidance on using the
Find Support tool.

Claims service can help (includes

overview of above service

q] Pathway to service Benefits

IB Discover how the service can
assist with sensitive claims.

elements)

e (Guidance on how to use Find

— Understand Sensitive Claims

= O\ Learn about sensitive claims
service.

Support

e Digital tools
e Prompts to contact the service.
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Working together

* The service will have a dedicated Relationship Lead

* Relationship Lead focus: continuous improvement of suppliers’ relationship with
Safe to talk’s Pathway to Sensitive Claims service

* Dedicated phone number and email for supplier contact (Requests for Support,
Referrals).
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