ACC Rehabilitation Improvement Group (RIG)

Understanding the Rehabilitation System
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Why we are doing this work

The Rehabilitation Improvement Group (RIG) was set up in December 2022 to better understand the ‘end to end’

experience of our clients and to improve rehabilitation outcomes.

We knew there were opportunities to improve the experiences our clients had through the rehabilitation system, as

well as their outcomes, and to make it easier for our providers and employers to support our clients every day.

Rehabilitation outcomes, both short and long term, have been declining gradually for a decade. There are a range of

reasons for this, and our world is very different today to back then.

We've also heard from our providers and employers that at times our processes are making it harder for them to do their

part, and that we can make it easier for them to support our clients.

ACC is complex, and part of a wider health and social services system. We had changed, and the system had changed due

to the impacts of COVID-19, health system reform and so on.

We have an ambitious new strategy Huakina Te R3, and a new ACC Board and Executive who wanted to understand the

system in detail.
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I need to get to I need

The “rehabilitation system” my equipment

appointment

ACC
Commissione

Our rehabilitation system (s :
d Services

made up of ACC (as an
organisation) and those who
act on our behalf (ie.,
providers we pay).

W

Claims Recovery
assessment Contact Centre teams

I have an injury
and want to get
better

Will my surgery
be covered?

He Kaupare. He Manaaki.
He Whakaora.
prevention. care.recovery.




The system in context

ACC’s Contact Centre
responds to

~1.8m interactions
per year

~2m claims

per year, 21b
~ L] n
99% of them .
in Weekly
are accepted

Compensation paid to
for cover

~120,000

Clients per year
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$3.5bn

treatment and
rehab supports provided
every year

MyACC receives
~720K

updates and
requests
per year

~1m
GP appointments
and nearly 1m
UCC appointments

Nearly 3.5m
Allied Health
appointments




Where we’ve been across Aotearoa

Key

ACC Demand Points

Assisted Recovery
Contact Centre
Claims Assessment
Clinical

Hapai

Health Partnerships
Partnered Recovery
Payments

Recovery Admin
Resolution Services
Supported Recovery
Technical Services

Workforce
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Other Demand Points

®
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Providers

General practitioners
Physiotherapists
Occupational therapists
Administrators

Te Whatu Ora

After hours clinics
Rehabilitation suppliers

Inpatient care services

Employers
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To understand Customer
Demand we asked:

What are our
customers
contacting us
for?

What matters to
them and what
do they really

need?
What pressure
is this putting
on our system?
How does
the system
respond?
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Approach to understanding customer demand

How much Demand
was captured?

20,000

customer demand instances across
transaction points of ACC

(CCC, Enabled, Assisted, Supported)
and 16 visits to Providers

. X

CCC Recovery Teams

Providers

Demand types into
ACC Contact Centre

m Weekly Comp
® Claim Info

m Treatment Approval Requests
m Med Cert

m Cover/Held Claim

®m RTW/Recovery Plan
H Transport

m Surgery

Reimbursements Cla rlty

Home Help matters most
B Equipment
m MyACC
B Other Support
m PIC
® Additional Diagnosis

m Carer Payments



Customer Demand

| need to | need to
cover my keep getting
income paid

| need help
while I'm
injured

Help I'm

injured

Injury cover Apply for WC Extend or update WC Set up entitlements

I need help
getting my
recovery back
on track

Help me
live with my

Help me get

Recovery planning, Recovery is off Permanent injury
treatment, rehab track
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FIOW RECOVERY PLANNING, TREATMENT, REHAB

Provider creates treatment Initial treatment / Providing additional Health
plan / sets recovery goals revisiting recovery goals Services & Treatment Outcome

o
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Value demand

Help me get
better

PROVIDER
bo—{Bo

Do -
P =
Do

Client Client Client Client Client
. A : A A
1 o
1 R
vy i it
® - W @ 21 =
(Welcome Conversation) Recovery Check In Approving Treatment Vocational
Setting recovery goals Revisiting recovery goals and Services Outcome
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What we heard and saw from providers

[e]

ACC process

ACC’s processes can
lead to delays in starting
services and financial
risk for providers.
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Admin burden

ACC’s processes are
putting admin burden
on providers.

L1 EQ

Service design

Our service design can
make it difficult to get
the right services in
place at the right time
for clients.

QB

Role clarity

ACC has been unclear about
its role in rehabilitation.
There are opportunities to
clarify how we work
together on rehabilitation
planning and management
and what each of our roles
are.

&

GP pressure

The system asks GPs to play
a central role in
rehabilitation and return to
work without adequate
time or information.



Key themes across the system
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Purpose and role

There’s opportunity for us
to work together better
with providers and
employers to support our
clients, and for us to really
understand what our clients
need from the system.

9

Customer outcomes

There’s ways to improve the
overall experience for
customers by working
together across the
organisation and taking a
system’s thinking view.

.4

People

We have great people both
internally and across the
system doing great work
every day, and at times our
processes and ways of
working make things harder
rather than easier.



Next steps

AUG SEP : ocT : NOV : DEC . 2024

UNDERSTANDE PHASE

Sharing the insights

With our people, providers and employers

DESIGN PHASE

Future focus

Developing a high-level design, focused on what we want the rehabilitation
system to look and feel like at a high level, and the key steps needed to get

there.
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Patai?
Questions?
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