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Performance Indicators 
Timeliness 
 

Objective Indicator Calculation Target 

Kiritaki receive timely 
treatment and 
rehabilitation services. 

The percentage of Reports: 
• Early Supports Plans 
• Cover and Wellbeing Plans 
• Specialist Cover Assessments; 

and 
• Wellbeing Plans  

are received within expected 
timeframes and that meet 
accepted quality criteria as defined 
in the Operational Guidelines.  

The number of Reports that 
meet the quality criteria and 
are submitted to ACC within 
the required timeframes 
shown as a ratio of all 
Reports submitted during the 
reporting period. 

To be monitored and 
benchmarked against 
other Suppliers. 
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Supplier Workshop: Resource Pack 

Quality 
 

Objective Indicator Calculation Target 

Kiritaki receive treatment 
and rehabilitation services 
that are tailored to their 
specific injury and needs 
(cultural or other), based 
on clinical best practice. 

The ratio of Kiritaki accessing each 
of the different service pathways 
(including accessing multiple 
service pathways) identified 
through the Early Supports Plan. 

The number of claims 
entering each service 
pathway during the 
reporting period, shown as a 
ratio of overall sensitive 
claims; and 

The number of claims that 
utilise more than one service 
pathway shown as a ratio of 
overall sensitive claims. 

To be monitored and 
benchmarked against 
other Suppliers. 
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Supplier Workshop: Resource Pack 

Sustainability 
 

Objective Indicator Calculation Target 

Services are appropriate to 
the needs of the Kiritaki, 
delivered at an appropriate 
point of recovery for the 
Kiritaki, and by the provider 
best suited to deliver that 
treatment to ensure 
services are financially 
sustainable now and in the 
future. 

The average cost and number of 
hours and services used to treat and 
support the Kiritaki and their 
identified injury needs. 

The total number of hours 
invoiced on a claim where a 
partially completed report, 
Closure Notice or a 
Completion Report has been 
submitted, shown as an 
average and median for: 

• Tailored Support to 
Wellbeing Package A; 

• Tailored Support to 
Wellbeing Package B. 

The correlation between 
hours invoiced for services, 
types of services invoiced and 
service costs for specific 
cohorts, compared with rate 
of outcomes achieved or 
exceeded for those cohorts. 

To be monitored and 
benchmarked against 
other Suppliers. 
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 Kiritaki Outcomes 
 

Objective Indicator Calculation Target 

Kiritaki have improved 
health, independence, and 
overall quality of life (to 
the maximum extent 
practicable). 

Primary and secondary outcome 
measures show improved health 
related quality of life at service exit. 

The average and median 
change between first and 
subsequent, and first and 
final primary measure, and 
first and subsequent and first 
and final secondary outcome 
measure scores. 

To be monitored and 
benchmarked against 
other Suppliers. 

  The proportion of Kiritaki who 
achieve or exceed their recovery 
goals at service exit. 

The ratio of Kiritaki goals set 
during assessment and 
treatment that are reported 
as achieved or exceeded in 
Completion Reports. 

To be monitored and 
benchmarked against 
other Suppliers. 
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The Role of the Supplier 
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Service Utilisation 
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Reporting Quality Criteria 
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Administration and Management Fee 
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Supplier Workshop: Resource Pack 

Transition 

 

The transition page on the ACC website provides all the information you need to safely transition kiritaki onto the Sensitive Claims Service, 
including the interactive transition decision making tool. If you need support during transition, please follow the escalation pathway. 

https://www.acc.co.nz/for-providers/provider-contracts-and-services/integrated-services-sensitive-claims/transition  

https://www.acc.co.nz/for-providers/provider-contracts-and-services/integrated-services-sensitive-claims/transition
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Supplier Workshop: Resource Pack 

Post Workshop: Choosing the Right Codes 
Invoicing Activity 

 

You are a Supplier. Your contract code for Named Service 
Providers is XX5567 and your contract code for Service Providers 
is YY7890. 

A Psychotherapist, Amy, subcontracts to your organisation. Amy is 
the Lead Service Provider for a kiritaki, Mark.  

Mark had cover approved via the Cover and Wellbeing Plan and 
Amy outlined the services and treatment duration required for 
Mark under a Tailored Support to Wellbeing Package A which 
was approved by ACC. 

The purchase order provides approval for 56 hours of Tailored 
Support to Wellbeing Package A over an 18-month period as per 
Amy’s recommendation in the Cover and Wellbeing Plan. 

Amy has allocated the hours in Mark’s Tailored Support to 
Wellbeing Package A as follows: 

• 40 hours with the Lead Service Provider (Psychotherapist) 
• 5 hours Social Work 
• 5 hours Occupational Therapy 
• 2 hours Registered Nurse 
• 4 hours Whānau Support with a Counsellor Level 6 

colleague. 

 

 

 
In addition to the above, Amy has utilised: 

• 3 hours Active Liaison 
• 2 hours to write the Progress Report 
• 1 hour triage for Group-based therapy  
• 16 hours Group-based therapy  
• 2 hours total for Progress Check-Ins. 

Mark also failed to arrive for 2 scheduled appointments during 
treatment; one with Amy, and one with a Social Worker.  

Referring to the list of codes for post-cover in the Sensitive Claims 
Service Service Schedule, what service item codes, suffixes and 
contract codes would you use to invoice ACC for each of the 
above service items. Use the space below to write your answer.  
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Supplier Workshop: Resource Pack 

 

Post Workshop: Transition Scenarios 
Scenario 1: Both the Provider and Supplier are transitioning. 
 
Gregor, a Counsellor, works for a Supplier, XYZ Rehab Ltd. Both Gregor and his Supplier are transitioning onto the 
Sensitive Claims Service. 
Kiritaki 1:  
 
Tane a 47-year-old kiritaki, has been 
working with Gregor since he engaged 
with ISSC. He last met with Gregor 3 
weeks ago. He is 10 months into a 
Support to Wellbeing Long Term 
package under ISSC and the purchase 
order will expire on 2 Feb 2025. Gregor 
believes that Tane will need further 
treatment beyond the end of current 
purchase order. 

What actions do Gregor and his 
Supplier need to take? 

Does Tane need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER  
 
 
 
 
 
 
 

ANSWER 

Kiritaki 2:  
 
Paige, 26, has been seeing Gregor under 
Short Term Support to Wellbeing. Paige 
did not arrive at her last 2 appointments, 
and last saw Gregor 9 weeks ago. 
Gregor tries several times to contact 
Paige but is unable to make contact. 
 

What actions do Gregor and his 
Supplier need to take? 

Does Paige need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 

ANSWER 
 
 
 
 

ANSWER 
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Scenario 2: Supplier is transitioning but Provider is not (end by 31 May). 
 
Leah, a Psychologist, has decided not to deliver services under the Sensitive Claims Service, but is happy to continue 
under ISSC until 31 May 2025. Her Supplier, ABC Recovery Group, is continuing to the new contract. 
Kiritaki 1:  
 
Claire, 41, has been working with Leah 
for 7 weeks, and has just started a 
Supported Assessment. Leah last saw 
Claire 2 weeks ago. The Supported 
Assessment will be completed by 
January 2025, but Claire will need to 
enter long-term treatment following the 
assessment, assuming that cover is 
accepted. 

What actions do Leah and her 
Supplier need to take? 

Does Claire need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER 
 
 
 
 
 
 
 

ANSWER 

Kiritaki 2:  
 
Jackson, 11, has been seeing Leah for 18 
months and Leah last saw him 3 days 
ago. Jackson has made excellent 
progress and Leah expects him to 
complete services at the end of Support 
to Wellbeing Long Term, which expires 
on 15 March 2025. 
 

What actions do Leah and her 
Supplier need to take? 

Does Jackson need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER ANSWER 
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Scenario 3: Supplier is transitioning but Provider is not (end by 30 Nov). 
 
Cory, a Psychotherapist, has decided not to deliver services under the Sensitive Claims Contract. They will cease to 
provide services on 30 November 2024. Cory’s Supplier, 123 Therapy Services, is continuing onto the new contract. 
Kiritaki 1:  
 
Nigel, 55, has recently engaged with 
ISSC and last saw Cory a few days ago. 
Cory is getting ready to submit an Early 
Planning Report advising ACC that 
Nigel’s needs are highly complex and 
further assessment will be required to 
determine what treatment will be best 
for Nigel. 
 

What actions do Cory and their 
Supplier need to take? 

Does Nigel need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER 
 
 
 
 
 
 
 
 

ANSWER 

Kiritaki 2:  
 
Amaia, 21, has been working with Cory 
for just over a year and had her last 
session with Cory a week ago. She has 
just had a cover approved by ACC, and 
Cory is developing a Wellbeing Plan. The 
Wellbeing Plan will recommend at least 
12 months of treatment. 

What actions do Cory and their 
Supplier need to take? 

Does Amaia need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER 
 
 
 
 
 

ANSWER 
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Scenario 4: Provider is transitioning, Supplier is not (ending 31 May). 
 
Harpreet, a Clinical Psychologist, is moving to the new service. Her current Supplier, Resilience Rehabilitation Associates, 
will not be moving to the Sensitive Claims Service but will continue to deliver services under ISSC until 31 May 2025. 
Kiritaki 1:  
 
Anika, 8, has been seeing Harpreet 
under ISSC. She last met with Harpreet 
10 days ago. Harpreet was planning to 
start Anika’s Supported Assessment on 1 
November 2024 as she believes Anika 
will need approximately 12 months of 
treatment to meet her needs. Harpreet 
has reviewed the new Sensitive Claims 
Services contract and thinks that the 
Cover and Wellbeing Plan will be the 
most appropriate cover assessment 
pathway for Anika. 

What actions do Harpreet and their 
Supplier need to take? 

Does Anika need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER 
 
 
 
 
 
 
 
 

ANSWER 

Kiritaki 2:  
 
Sione, 35 has recently had cover 
accepted following a Supported 
Assessment and is getting ready to start 
Support to Wellbeing Long-Term. Sione 
has highly complex needs. Harpreet has 
not submitted the Wellbeing Plan yet – 
the Wellbeing Plan is due on 25 October 
2024. Harpreet expects that Sione will 
need extensive long-term treatment 
over the next 2-4 years to best meet his 
needs. 

What actions do Harpreet and their 
Supplier need to take? 

Does Sione need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER 
 
 
 
 

ANSWER 
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Scenario 5: Neither the Supplier or the Provider are transitioning (both end 30 November). 
 
Peter and Mei are both counsellors. They operate as a small Supplier where they are the only providers. They are retiring 
at the end of 2024, and will close their business. Neither of them will continue to deliver services, either as a Supplier or 
Provider beyond 30 November 2024. 
Kiritaki 1:  
 
Fiona, 19, has been working with Mei on 
and off for 5 years. She is part way 
through her third Support to Wellbeing 
Long-Term package, and the next 
progress report is due on 19 September 
2024. She last met with Mei 2 weeks ago. 
Mei believes that Fiona will continue to 
need treatment well beyond 30 
November. 
 

What actions do Peter and Mei need 
to take? 

Does Fiona need to transition onto the 
Sensitive Claims Service? If so, at what 
natural milestone would the transition 
take place? 
 

ANSWER 
 
 
 
 
 
 
 
 

ANSWER 
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Transition Timeline 
This timeline shows the key dates and activities that will take place during the transition period. 

September 2024 – Transition Support 
ACC release advice and tools to support Suppliers and Providers 
transition kiritaki to the new service. 

4 October 2024 – Named Service Providers 
Named service providers must be named and confirmed on a 
Suppliers contract by this date to be able to deliver services from 1 
December 2024 under the new contract. 

20 November 2024 – Final ISSC Purchase Orders requested 
This is the final date Suppliers can request a new or amendment 
to a purchase order under the ISSC contract.   

30 November 2024 – Final ISSC Purchase Orders Issued ISSC 
Contract ends 
The ISSC contract ends, and this is the final date new or amended 
purchase orders can be issued. 
No purchase orders under the ISSC contract can be issued 
beyond this date. 

1 December 2024 – Go-Live! 
The Sensitive Claims Service contract starts. Any new or re-
engaging kiritaki will be supported under the Sensitive Claims 
Service moving forward. 

 

 

 

1 December 2024 – 31 May 2025 (A) – Transition Period – Non 
transitioning Providers 
Providers not intending to continue under the Sensitive Claims 
Service can support existing kiritaki to complete services between 1 
December 2024 – 31 May 2025 (under an existing Purchase Order 
issued under ISSC). 

1 December 2024 – 31 May 2025 (B) –  Transition Period – 
Transitioning Suppliers & Providers 
ACC will work with Suppliers and Providers to transition existing 
kiritaki to services under the new  contract at natural milestone 
transition points in their recovery journey. These natural points will 
be the next check-in or reporting point in the recovery plan for the 
kiritaki. 

8 February 2025 Named Service Providers – Group-based 
therapy and DBT Group-based therapy 
Applications to: 

• Establish any group-based therapy; or 
• Be a Named Service Provider under the Sensitive Claims 

Services contract opens. 

31 May 2025 – Transition period ends 
All kiritaki should now be safely transitioned onto the Sensitive 
Claims Service.  
No further services can be delivered under ISSC. 
No purchase orders under the ISSC contract can be honoured 
after this date.  
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Additional Resources 
Further Learning 

A series of short eLearning modules has been developed for  
providers and other personnel to support delivery of the new  
Sensitive Claims Service. 

You'll find these modules on learning.acc.co.nz  

 

Links to key documents 

https://www.acc.co.nz/resources#/subcategory/372 
On the link above you will find: 

• Service Schedule 
• Operational Guidelines 
• Annual Declaration 
• Report Guidelines 
• Report Templates 

Reminder About Transition: 

Everything you need to know about transitioning kiritaki from  
the ISSC to the Sensitive Claims Service is available on acc.co.nz  

This includes the transition guide. 

Further questions? 

If you have any questions please contact the evolution team on  
ISSCevolution@acc.co.nz.   

 

https://www.acc.co.nz/resources#/subcategory/372
mailto:ISSCevolution@acc.co.nz
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Notes 
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