
He Kaupare. He Manaaki.

He Whakaora.

prevention. care. recovery.

Korero mai — Get in touch with us

Kei konei matou ki te awhina

We are here to help

If you have any concerns about a decision we’ve

made, or the service we've provided, please get

in touch with us. We can discuss your concerns

and explain how a decision has been made or

consider any new information you would like to

provide. We can reconsider our decision if we

think we've made a mistake.

lf you have been working directly with an ACC

staff member, we suggest you get in touch with

them first. You can find their contact details on

letters you have received from them, or you can

call us on 0800 101 996. We can help you

faster if you have your claim number ready

when you get in touch.

How to give us feedback

If you would like to give us feedback or let us

know about a service issue, you can get in

touch with our Customer Resolution Team on

0800 650 222 or email us at

customerfeedback@acc.co.nz. For more

information about resolving issues or to give us

feedback about what we are doing well, visit

acc.co.nz.

Getting independent advice and support

You can choose someone to talk to us about

your claim on your behalf. This could be a

friend or family member/whanau, or someone

with legal or advocacy experience. You can

give them authority in a number of ways, and

give them different levels of access.

Navigation Services can also provide free,

independent advice or guidance about what

support ACC can provide. We have two

providers who provide national services, and

we are also changing the way we respond to

the needs of Maori kiritaki (clients) and their

whanau. We have engaged with a selection of

Maori Health providers who will deliver a

regional based Navigation Service so our

kiritaki can get technically correct advice

delivered in a way that works for them.

You can find more information about our

Navigation Services at acc.co.nz or on page
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two of this factsheet.

Alternative Dispute Resolution

Alternative Dispute Resolution (ADR) is a term

used to describe methods for resolving

disputes. It allows everyone involved to engage

in meaningful conversations with an

independent party to find a way forward or

resolution without the need for a more formal

review hearing.

To request ADR, you can talk through your

concerns with the person handling your claim. If

you don't have a contact person at ACC, we

suggest you talk with the Customer Resolution

Team about whether ADR might be right for

you. Call 0800 650 222 or email us at

customerfeedback@acc.co.nz.

Reviewing an ACC decision

You can also apply in writing to have a decision

we've made independently reviewed. This

means that ACC’s decision is referred to an

independent third-party, called a reviewer, to

decide whether ACC’s decision was correct.

When we receive a review application, an ACC

Review Specialist will work with you to resolve

things as quickly as possible.

You have three months to apply for a review

from the date we issue a decision. In some

circumstances we can accept late applications,

such as if events outside your control prevent

you from applying in time. We are unable to

extend the time for levy reviews or where the

applicant is an employer.

We'll do our best to reach a resolution with you

at every stage of the review process. If we can't

resolve things together, we can involve an

independent mediator. If we still can’t resolve

things, the independent reviewer will decide

whether ACC’s decision was right or wrong.

You can apply for a review using the ACC33

Review Application form on our website

(acc.co.nz). If you would like a form posted to

you, or would like to discuss other options, you

can call us on 0800 101 996.
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