3.2

3.3,

3.4.

3.5.

3.6.
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professional required to pleasantly and helpfully deal with the public in all circumstances in a
manner consistent with the requirements of the AC Act.

2.8.4. Non performing staff will be managed by the Supplier in accordance with its performance
management policies or contracts respectively.

REVIEWER ADMINISTRATION SERVICES

Overview:

3.1.1  Application: This clause 3,clause 4,and clause 6 apply if Reviewer Administration Services
are included in the list on the first substantive page of this Agreement under the heading “Services

included in this Agreement”.

3.1.2 ACC referral: When ACC receives an application for review under Part 5 of the AC Act,
ACC may Refer the matter to the Supplier for the Supplier to allocate the review to a Reviewer.” ACC
will indicate whether the Referred Matter is Referred for the Supplier to provide Reviewer
Administration Services only or a combination of Reviewer Administration Services and Dispute

Resolution Services.

For each Referred Matter for Reviewer Administration Services, the Reviewer Administration

Services will consist of, as applicable:

3.2.1. undertaking case conferences;

3.2.2. arranging formal review hearings where the relevant Reviewers will hear the review
application;

3.2.3. facilitating onthe papers reviews, which means that ACC will provide submissions to the
Supplier to provide to the Reviewer and the Reviewer will conduct the review without holding

a hearing;

3.2.4. the provision of a documented review decision prepared by the Reviewer to advise ACC and
the Customer of the outcome of the review process;

3.2.56. 'where requested by ACC, the Supplier will provide a transcript in accordance with paragraph
3.16;

3.2.6.- _engagement with Accredited Employers or their third party administrators, as described in
paragraph 4 of this Schedule 1; and

3.2.7. promptly paying each Reviewer for the Review Services provided in accordance with the
Agreement.

Skills: The Supplier will ensure that before providing ACC with a list of individuals who have
indicated to the Supplier their interest in acting as Reviewers, the Supplier considers the individuals

have the following capabilities:

3.3.1. aspecific understanding of, and experience applying, Laws relating to ACC and Laws
relating to privacy;

3.3.2. anunderstanding of, and experience applying, medico-law or clinical comprehension; and

3.3.3. an understanding of dispute resolution.

Capacity: The Supplier will ensure it has the resources, personnel and capacity to:

3.4.1. administer a minimum of 500 reviews per year if required. The Supplier acknowledges that
ACC is under no obligation to Refer 500 reviews per year to the Supplier to administer; and

3.4.2. undertake case conferences within a minimum of 10 Working Days’ notification from ACC.

Video conference presence: The Supplier agrees that it will arrange for case review hearings and
if requested case conferences mainly to be conducted using video conferencing. The Supplier will
be responsible for ensuring it has secure video conferencing capabilities as necessary for the
Supplier to provide the Services.

Process:
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3.6.1.

3.6.2.

3.6.3.

3.6.4.

3.6.5.

The Supplier will provide a monthly rolling, forward schedule of Reviewer availability for case
conferences at least two months in advance.

ACC will Refer reviews to the Supplier as and when required. ACC will start the process by
scheduling a case conference with the Supplier, either manually or through a scheduling
tool.

When Referring a matter to the Supplier, ACC will provide the Supplier with a minimum of 10
Working Days’ notification of the case conference.

Once ACC has Referred a matter to the Supplier:

3.6.4.1. the Supplier will be responsible for carrying out all administrative functions in
relation to the review process;

3.6.4.2. the Supplier will allocate the review to a Reviewer to provide Review Services;

3.6.4.3. the Supplier will notify the Customer of the case conference date, using the
Customer's preferred method of notification;

3.6.4.4. ACC will provide the Customer with information on‘what to expect' from a case
conference and review hearing; and

3.6.4.5. ACC will provide the Supplier (including for provision to the relevant Reviewer) and
the Customer with documents and information relevant to the Referred Matter no
less then 8 Working Days prior to the case conference. In respect of the
Accredited Employer Services, the Accredited Employer (as that term is defined in
paragraph 4.1) must provide the fullfile and any other information relevant to the
Referred Matter prior to the case conference.

ACC will provide the relevant documents to the Supplier by electronic file transfer unless
otherwise agreed by the Parties. Both parties agree that files which are transmitted via
electronic file transfer up to 23,59 on .a Working Day are deemed received on that day.
Wheére electronic file transfer is used, the electronic file transfer receipt is the agreed record

of time of receipt.

Case conference:

3 7A.

3.7.2.
3.7.3.

3.7.4.

The Reviewer will undertake case conferences by teleconference, unless a Customer
specifically requests a video conference. The case conference is expected to be a maximum
of 30 minutes duration, unless exceptional circumstances apply.

The Supplier must ensure a case conference is completed prior to any review hearing.

The case conference will consist of:

3.7.3.1. discussion of the matter in dispute;

3.7.3.2. consideration of other options for resolution;

3.7.3.3. agreeing the timetable for gathering any additional information;
3.7.3.4. preparation of the parties for review; and

3.7.3.5. setting the review hearing date if required.

The case conference may result in:
3.7.4.1. a withdrawn review;
3.7.4.2. an agreement to proceed with alternative resolution options; and/or

3.7.4.3. an agreement on a practical review hearing date, such date to allow time for the
parties to prepare and gather any additional information or supporting evidence
that may be required. If this is the case, the Supplier will provide written notice of

the review hearing date to all parties.

Withdrawal: If for any reason a review is to be withdrawn after the Supplier has been requested to
arrange a review hearing, ACC will advise the Supplier in writing as soon as reasonable of the date
of the withdrawal and confirm that all other parties to the review have been advised (names and

addresses). If the Supplier receives a withdrawal notification other than from ACC, the Supplier will
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advise ACC in writing within one Working Day of the date of the withdrawal and confirm whether all
other parties to the review (where applicable) have been advised (names and addresses). Following
a withdrawal, the Supplier will be entitled to invoice ACC for the withdrawn review fee described in

Schedule 2 — Pricing.

Review hearings:

3.9.1. The Supplier will ensure that review hearings are conducted by Reviewers in accordance
with the requirements of Part 5 of the AC Act, and that the Reviewer uses an investigative
approach.

3.9.2. Review hearings will typically be scheduled for one hour, with the Reviewer, the Customer
(and any other relevant parties) and ACC using videoconference to attend (with
teleconference as a back-up option).

3.9.3. In-person hearings will be held only as required by the Customer.

3.9.4. ACC will provide written submissions to the Supplier to pass on to the Reviewer, or to the
Reviewer directly, at least 10 Working Days prior to the review hearing.

3.9.5. As part of the review process, the Reviewer will consider the review application, any new
supporting documentation, the written submissions and the original decision to determine
the appropriate course of action.

3.9.6. Within 28 Days of the date of the review hearing, the Reviewer will issue’a binding written
review decision to ACC and the Customer in‘accordance with Part 5 of the AC Act, which
will detail:
3.9.6.1. the outcomes of the review process; and

3.9.6.2. whether review costs are awarded (in accordance with the Accident Compensation
(Review Costs and Appeals) Regulations 2002).

3.9.7. Exceptional case fees. in exceptional cases (which may be simple or complex cases by
category, but' which have become very time consuming due the nature of the issues,
evidence, parties or other factors) the Supplier may notify the ACC Relationship Manager
and request approval for the agreed number of hours to be charged, at an hourly rate set out

in Schedule’2. ACC will respond as soon as practicable.
Appeal: The Customer and ACC can appeal, to the District Court, the Reviewer's decision or a
decision as to the award of costs. The timeframe in which to appeal is 28 Days from the date of the
review decision.

Adjournments: ‘Where the Customer or ACC request an adjournment, the Reviewer may in their
discretion grant the adjournment request as it sees fit. The Supplier is subject to a service level

relating to adjournments, as set out in Schedule 3.

Iinternal peer review process: The Supplier must establish an internal peer review process, and as
part of this internal peer review process, the Supplier will ensure that the Reviewers’ review
decisions are reviewed for quality.

External review:
3.13.1. ACC will engage an independent external peer reviewer to review a sample of each
Reviewer's review decisions to check the decisions for consistency and quality.

3.13.2. Where requested by ACC, the Supplier will submit to the external reviewer such number of
Reviewer review decisions as requested by ACC to be provided. Prior to sending the review
decisions to the external reviewer, the Supplier will carry out such redactions on the
decisions as are necessary to remove any identifying information, including any personal

information.

3.13.3. The external reviewer will:
3.13.3.1. review the decisions issued by Reviewers and provided by the Supplier; and
3.13.3.2. provide the Supplier (and ACC on request) with a report evaluating the review
decisions issued by Reviewers provided by the Supplier and the report will include
a score between 1 and 5 for each review decision, with 5 the highest score. If

ACC receives the report with the external reviewer's analysis and scores ACC will
not have any involvement in the evaluation of the review decisions other than

receipt of this report.
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3.13.4. The Supplier will consider the feedback in the report provided by the external reviewer and
take such feedback on board in its provision of the Services going forward.

3.13.5. The Supplier is subject to a KPI relating to external reviews, as described in Schedule 3 -
Service KPlIs.

3.14. Storage of the full record of a review hearing:

3.14.1. The Supplier will, on behalf of ACC, keep a record of the evidence given at review hearings
managed by the Supplier for ten years from the date the decisions are issued, at which time
the recording will be securely destroyed.

3.14.2. The record of a review hearing will be available in the form of a written transcript or
electronic sound file in accordance with section 154 of the AC Act.

3.14.3. The Supplier will maintain a register of all the recordings of review hearings kept.

3.15. Transcripts: Where an appeal is lodged against a review decision, ACC will provide written notice
to the Supplier requesting that the Supplier provide a transcript of the review hearing and any
additional review hearing notes. Following such request, the Supplier will promptly:

3.15.1. provide a complete transcript of the review hearing and any additional review hearing notes;
and

3.15.2. certify the transcript and notes are accurate,

4. ACCREDITED EMPLOYER SCHEME:

4.1.  Inthis paragraph 4.
41.1. “Accredited Employer’ means an employerwho'enters into an Accredited Employer
Agreement.

4.1.2. "Accredited Employer Agreement" means an Accredited Employer Programme Accreditation
Agreement entered into between ACC and an employer under the framework established

under section 183 of the AC Act.
4.1.3.  “Claimant” has the same meaning as that expression has in any relevant Accredited
Employer Agreement.
41.4.  Injured Employee" has the same meaning as that expression has in any relevant Accredited
Employer Agreement.
4.2.  Underthe "Accredited Employer Programme Accreditation Agreements”, ACC has certain functions,

duties and powers in respect of reviews and appeals relating to Injured Employees. ACC and the
Supplier agree that the Supplier will allocate Reviewers to provide review services as set out in

Schedule B of the Accredited Employer Agreement.

4.3. The Supplier will provide Reviewer Administration Services to Accredited Employers on the same
basis as the Supplier provides Reviewer Administration Services to ACC, subject to this paragraph 4.

4.4, The Supplier will perform and discharge its obligations under this paragraph 4 and ACC authorises
the Supplier to invoice Accredited Employers for the performance of such obligations from the
Commencement Date until the later of one calendar month after ACC provides the Supplier with
written notice cancelling the Services provided under this paragraph 4 of this Schedule 1 and any
date specified in such a notice (such period being the "Term" of this paragraph 4).

4.5,  The Supplier agrees that during the Term it will, provide Reviewer Administration Services to
Accredited Employers:
4.5.1. On the same terms and prices as specified in this Agreement (with any minor changes to
administration to reflect the Accredited Employer arrangement); and

452. Asif"ACC"in Schedule 1 and Schedule 2 was a reference to a particular Accredited
Employer except that an Accredited Employer cannot exercise or enforce rights which by
their nature are intended to be exclusive to ACC. In particular, the Services provided by the

Supplier to an Accredited Employer will include:
4.5.2.1. Receiving the full file relating to the Referred Matter and copies of the application

for review completed by the Claimant (including the initial decision and the
administrative review decision notified under the Accredited Employer Agreement).
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4.5.2.2. Where requested by ACC, requesting and receiving a certificate from the relevant
Accredited Employer in writing confirming that the Claimant has been provided with
a copy of the application for review completed by the Claimant and a full copy of
the claim file that contains all the information relating to the claim that is, and has
been, in the possession of the Accredited Employer, and that the claim file is the

full file.

4.5.2.3. Sending the Customer a letter acknowledging receipt of the application for review
and explaining the effect of sections 146 and 147 of the Act and sending the

Accredited Employer a copy of the same letter.

4.5.2.4. Thereafter providing Reviewer Administration Services in accordance with the Act
and in accordance with paragraph 3 of this Schedule 1.

The Supplier will notify ACC if it does not receive the full claim file and certificate where they are
requested by ACC. The Supplier will also notify ACC if an Accredited Employer fails to disclose any
relevant information that it has either to the Supplier or to the Claimant, ACC will require the
Accredited Employer to comply with the relevant performance requirements set out in'the Accredited

Employer Agreement.

Supplier instructed to allocate a Reviewer: When theSupplier receives a Referral for a matter
from an Accredited Employer, the Supplier will allocate a Reviewer to undertake review services
under Schedule B of the Accredited Employer Agreement. The Supplier will provide Reviewer
Administration Services, and invoice Accredited Employers directly in respect of the Services
described in this paragraph 4 and appeals relating to Injured Employees, and generally to manage
the customer relationship with the Accredited Employer in respect of reviews, appeals and other
dispute resolution services listed in this paragraph 4. The Supplier will also allocate Reviewers to
conduct Accredited Employer lump sum technical determinations'as provided under Schedule AA of
the Accredited Employer Agreement. The Accredited Employer must represent ACC on the review
except where the application for review is against-a-decision that the Injured Employee did not suffer
work-related personal injury.. Where the exception applies, the Accredited Employer may represent
its own interests as a party, and ACC may represent itself.

Supplier to invoice Accredited Employers directly:

4.8.1. | The Supplier will, in its own name, invoice each Accredited Employer for the costs (plus
GST) of administering each review in accordance with the applicable charges set out in
Schedule 2 -Pricing, being the costs which the Accredited Employer must pay under clause
B 6.9 of each Accredited Employer Agreement. The Supplier will collect payment from such

Accredited Employer.

4.8.2. [Ifallor part of an amount invoiced against an Accredited Employer by the Supplier has not
been paid within three calendar months of the relevant invoice, the Supplier will report this to
ACC, providing full particulars relating to the outstanding amount, and may take any
enforcement action to recover the amount unless ACC instructs otherwise, in which case

ACC will pay the outstanding amount to the Supplier.

4.8.3. By agreement between ACC and the Supplier, in the event an Accredited Employer has not
paid a valid invoice for Accredited Employer Services after 60 Days, as a result of becoming
insolvent, the Supplier will assign to ACC the amount of any debt owing to it, and upon doing
so, the Supplier shall be released from any further liability in respect thereof to ACC.

Supplier to manage relationship: The Supplier will competently and carefully manage the
relationship with each Accredited Employer concerning reviews and appeals in relation to Injured
Employees and will maintain at all times a cordial and business-like relationship. However, the
Supplier will act in these respects subject to any instruction it receives from ACC, provided none of

the above compromises the need for independence.

DISPUTE RESOLUTION SERVICES

Application: This clause 5 applies if Dispute Resolution Services are included in the list on the first
substantive page of this Agreement under the heading “Services included in this Agreement”.

5.1.1. ACC referral: When ACC receives an application for review under Part 5 of the AC Act, or

there is a dispute between ACC and a Customer (but an application for review has not been
received), ACC may Refer the matter to the Supplier for the Supplier to provide Dispute
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Resolution Services. ACC will indicate whether the Referred Matter is Referred for the
Supplier to provide Reviewer Administration Services only or a combination of Reviewer
Administration Services and Dispute Resolution Services.

5.1.2. Where a Referred Matter contains an application for review, and ACC considers it may also
be appropriate for Dispute Resolution Services to be provided, and the Supplier is instructed
to provide a combination of Dispute Resolution Services and Reviewer Administration
Services, the Supplier will ensure that the application for review is dealt with in accordance
with the timeframes in the AC Act (including in particular that a date for hearing is set within
three (3) months of the date the application for review was received by ACC),

5.2. Overview: Dispute resolution services will include:

5.2.1. early neutral evaluation, mediation, conciliation or negotiation, as appropriate depending on
the relevant case;

5.2.2. the provision of an agreement to participate in dispute resolution, which the Customer and
ACC will sign; and

5.2.3. the provision of an outcome notice as described in paragraph 5.7.

5.3.  Skills: The Supplier will ensure that its personnel-undertaking the Dispute Resolution Services have
the following capabilities:

5.3.1. a specific understanding of, and experience applying, Laws relating to ACC and Laws
relating to privacy;

5.3.2. an understanding of, and experience applying, medico-law.or clinical comprehension; and

5.3.3. a specific understanding of, and experience applying, all forms of dispute resolution,
including early neutral evaluation, mediation, conciliation or negotiation.

5.4.  Allocation:

54.1. A Customer may be referred to Dispute Resolution Services at any stage of the review
process. For example, ACC may request the Supplier to provide Dispute Resolution
Services in the following circumstances:
54.1.1.1. where ACC considers that a claim is appropriate for dispute resolution; and/or
5.4.1.1.2. following a request from a Customer that the claim be resolved usingdispute

resolution.

5.5. Dispute Resolution: Once the Supplier receives a Referral to provide Dispute Resolution Services,
the Supplier will;

5.5.1.  work with ACC and the Customer to determine an appropriate method of dispute resolution
for the matter; and

5.5.2. arrange for a time and place to have the dispute resolution meeting, suitable to ACC and the
Customer, and using a room set up with the layout shown in Annex 4.

56. " Meeting: The Supplier will hold a meeting with ACC and the Customer, and the Supplier will use the
agreed dispute resolution method to try and facilitate a resolution for the dispute between ACC and
the Customer.

8.0 Outcome Notice: Following the meeting described in paragraph 5.6, the Supplier will promptly
issue a written notice to ACC and the Customer, which will detail:

57.1. the agreement that was reached between ACC and the Customer at the meeting.

5.8. No agreement reached: If the Customer and ACC do not reach agreement at the meeting described
in paragraph 5.6, the Customer will decide whether:

5.8.1. they want to withdraw their review application; or

5.8.2. they want the Referred Matter to proceed to a hearing, in which ACC may instruct the
Supplier to provide the required Reviewer Administration Services (if this Agreement
includes Reviewer Adminsitration Services).
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APPEALS

6.1

6.2

6.3

Background

This clause sets out the basis on which the Reviewer Adminstration Supplier will provide services
relating to storing of records of review hearings, preparation of documentation for the appeals
process where a review decision is appealed to the District Court.

Services

Storage of the full record of a review hearing

6.2.1 The Supplier will, on behalf of ACC, keep a record of the evidence given at review hearings
managed by the Supplier for ten years from the date the decisions are issued, at which
time the recording will be destroyed.

6.2.2 The record of a review hearing will be available in the form of a written transcript or
electronic sound file in accordance with section 154 of the AC Act.

6.2.3 The Supplier will maintain a register of all the recordings of review hearings kept.

Administration and Preparation of Documentation

6.3.1. ACC will provide, within five (56) Working” Days of receiving notice from the Registrar
pursuant to Section 153 of the AC Act, written notice to the Supplier advising that an appeal

has been lodged.

6.3.2. The notice will'identify the name of the Appellant, the name of the Customer (if different
from that of the Appellant), the name of the Accredited Employer (if ACC is not managing
the claim) responsible for management of the matter, the Claim Number, the name of the
relevant ACC staff member, the date the decision was issued and the name of the

Reviewer who issued the decision.
6.3.3. Within three (3) Working Days of receipt of notice from ACC, the Supplier will request in

writing that two photocopies be taken of the Customer's file, that one copy be retained at
ACC's managing branch and that one copy and the original be forwarded to the Supplier.

6.3.4. The branch of ACC will forward the original file and a photocopy of the file requested under
clause 6.2.3 above to be sent to the Supplier within 10 Working Days of the date on which

the request was faxed.

6.3.5, The Supplier will:

o arrange for the recording of the evidence of the hearing to be transcribed;

° arrange, verify and certify that the transcript of the hearing is an accurate record;
and

° forward a copy of the completed transcript to ACC’s managing branch to enable the
branch to disclose the transcript on request pursuant to section 154 (2) of the AC
Act.

6.3.4 Forward the original certified transcript, the photocopied file and a copy of the certified
transcript to ACC within 15 Working Days of receipt of notice from ACC under clause 6.2.1
above. These documents shall be forwarded by courier with a trace facility.
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Annex 3 - Provider Health & Safety Risks

This table shows the top ten health and safety risks identified by ACC as relevant to where ACC has
overlapping duties for health and safety matters with third party providers. Note: not all may be directly

relevant.
Ref | Risk Source of harm Controls ACC has in place
i
TP1- | Aggressive Actual or potential for physical and/or
1 or mental harm/distress because of
threatening customer behaviour — includes
situations physical/sexual assault, death threat,
directed threat with a weapon, verbal

toward third
party service
providers

aggression/abuse, stalking, abusive
behaviour, unpredictable or erratic
behaviour, inappropriate sexual conduct;
coercion to assist with drug-taking;
customers influenced by alcohal or other
drugs, disclosure of intention to-harm
others or self, actual self-harm by
customer.

TP1-

Reliability
and
efficiency of
security
guard
services

Actual or potential for physical and/or
mental harm/distress because of
customer behaviour where security guard
services are provided in response to
higher risk situations. The most common
locations where security guard services
are engaged to support third party
providers are at the provider premises,
other offsite locations such as a Review
location, or shared community facility, or
an ACC office. There are occasions
where they are engaged to support a
provider at a customer’s home, a gated
communily or a residential rehabilitation
facility. Hazards include reliability of the
service once engaged and the impact a
no-show or inappropriate service
provision has on the provider's work-day
management.

TP1-

Driving motor
vehicles on
urban and
rural roads

Motor vehicle accidents due to driver
behaviour (including fatigue), vehicle
condition/suitability or other factors such
as adverse weather conditions, difficult
driving terrain and remote/isolated
locations.

Risk identified as part of H&S risk
assessment phase of procurement
process; Provider’s risk mitigation
strategies examined as part of the
RFP evaluation; Incident reporting
procedures; National coverage
cansidered as part of RFI/RFP
process; Contract pricing takes
account of coverage required of the
service.

Agreement for Reviewer Administration Services and Dispute Resolution
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Ref

Risk

Source of harm

TP1-

Bullying and
harassment,
including
cyber
bullying

Actual or potential for mental
harm/distress, including via internet,
email, social media and social networking
sites. This can include where a customer
sends abusive / threatening / harassing
emails to the provider, tracks or otherwise
obtains information about a provider
online (e.g., Facebook; twitter) or via
other publicly accessible records (e.g.,
electoral rolls, telephone records, vehicle
ownership, property ownership, company,
trust or charity records), or mentions a
provider by name on forums or
chatrooms.

TP1-

Unknown
environments
and
unmanaged
localities

Locations include the customer's home
and community/public settings. Hazards
that are specific to the location are
unknown or unidentified prior to the
provider visit and therefore can’t be
managed/planned for in advance. These
risks can include uncontrolled dogs,
smoking in the home, opendrug use, sale
of drugs, poor home safety (unclean,
cold, uneven floors, slippery surfaces,
communicable disease risk).

TP1-

Unknown
carers

Customers can choose who provides their
paid care and support under some
arrangements. This may be from a
provider who holds a contract with ACC,
an agency that doesn’t hold a contract
with ACC, or from someone they know
(whanau/family or friends). Risks arise
from the potential exposure to aggressive
or threatening situations during customer
interactions and also from the work and
work tasks (including equipment) taking
place.

Controls ACC has in place

Agreement for Reviewer Administration Services and Dispute Resolution
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Ref | Risk Source of harm Controls ACC has in place
#
TP1- | Carer Actual or potential for physical harm from
7 training / carers (or to carers) operating equipment
equipment provided in the home (e.g., hoists / other
use and moving equipment), or failure to ensure

maintenance | regular equipment maintenance, or
because of the physical aspects of the
work (e.g., lifting; patient handling). Other
hazards that may be encountered are the
use of household electrical or mechanical
equipment that may be unsafe (e.g.,
vacuum cleaners, lawn mowers,
overloaded powerboards).

TP1- | Unknown | Actual or potential for physical and/or

8 associations | mental harm/distress because of the
behaviour of unknown associations of the
customer receiving the service. This can
include gang affiliations or a customer
residing in a situation where there is also
another ACC customer (e.g., flatting).
Family/whanau/non-family members may
be present and aggressive/abusive.
Customer's support person or advocate

may be care indicated.
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Ref

Risk

Source of harm

Controls ACC has in place

TP1-

Working solo
or in isolated
locations

Hazards that lone workers may encounter
include accidents or emergencies arising
out of the work, including inadequate
provision of first aid or communication
devices; sudden illnesses; inadequate
provision of rest, hygiene and welfare
facilities; vulnerability to physical violence
from customers or members of the public.
Working in isolated locations incorporates
aspects of the risks expressed in TP1-3,
TP1-4 and TP1-8, as well as
psychological challenges of working alone
or isolated.

Risk identified early as part of our
procurement practice; Provider's risk
mitigation strategies examined as part
of the RFP evaluation; Incident
reporting procedures.

TP1-
10

Institution
facility risk

Actual or potential for physical harm when
a provider attends to a customer in an
institution such as a school, hespital,
prison, residential rehabilitation facility, or
nursing home. Providers may encounter
illness or communicable disease, physical
violence from customers or other
members of the facility or system
breakdowns within the facility that put the
provider at increased risk.

Providers are guided by protocols and
procedures in place in the institution;
ACC relies on the institution having
robust procedures that they enforce
with any visitors to their site.
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Annex 4 — Hearing Room Set up (in-person meeting room layout)
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Schedule 2 - Pricing Schedule

Fees
In this Schedule 2:
1. A Standard Review means a review that is not a Complex Review.

2. A Complex Review means a review that ACC identifies as a complex review in its "ACC6239 Instruction”
form.

3. A multi-issue Dispute means a review that ACC identifies as a multi-issue in it's ACC8026 Alternative
Dispute Resolution cover sheet.

4. The fees in this Schedule 2 apply to Accredited Employer Services, except that the Supplier will be
invoicing Accredited Employers (as that term is defined in Schedule 1 ~ Scope of Services) directly in
accordance with paragraph 4.8 of Schedule 1 — Scope of Services.

Note: include pricing only for the services included for this Supplier

Reviewer Administration Services* Fee (exclusive of
GST)

Standard Reviews | $2,047.50

Complex Reviews $3,022.50 |

Withdrawn Reviews (meaning where the review is withdrawn prior to the case |

conference occurring or the review is not set down for hearing) $487.50 ‘

In-person Hearings (additional fee on top of review/mediation set-fee) $292.50 J

Customer nbn-attend'ance at scheduled In-Person Hearing (to a maximum of .'

two non-attendances per review) ] $292.50 J

Transcript Fee $487.50

Exceptional Case Fee (where pre-approved by ACC) | $219.00 per hour ‘

* To avoid doubt, the fees set out in the table above include fees for the Review Services, which the Supplier
shall pay directly to the relevant Reviewers for Review Services provided by them.

Dispute Resolution Services Fee (exclusive
of GST)

Dispute Resolution Fee | $2,047.50

Multi issue Dispute $3,022.50

In-person Dispute Resolution (additional fee on top of Dispute

Resolution/mediation set-fee) $292.50

Customer non-attendance at schedule In-person Dispute Resolution meeting !

(to a maximum of two non-attendances per matter) | $292.50
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Withdrawn dispute resolution ] $487.50

Exceptional Case Fee (where pre-approved by ACC) ' $219.00 per hour

| B

The Supplier will be entitled to invoice ACC, no more than once per calendar month, in accordance with
clause 12 on completion of the relevant Service, which means:
o Inthe case of Reviewer Administration Services: the relevant case has been successfully
concluded:
a) where the review is withdrawn by the Customer. Where the review is withdrawn:

i. prior to the case conference or in the event of the hearing not being set down, the
Supplier will be entitled to invoice ACC for the withdrawn review fee; or

i. at or following the case conference, or after the review has been set down, the
Supplier will be entitled to invoice ACC for the standard review or complex review
fee, depending on which category the review falls into; or

b) where the Reviewer issues a review decision to the Customer and ACC in-accordance with

paragraph 3.9.6 of Schedule 1 — Scope of Services, the Supplier will be entitled to invoice
ACC for the standard review or complex review fee, depending on which category the

review falls into.
o Inthe case of Dispute Resolution Services (including where Dispute Resolution Services are
provided in parallel with Reviewer Administration Services):

a) where the Supplier issues an outcome notice to the Customer and ACC in accordance with
paragraph 5.7 of Schedule 1= Scope of Services, in which case the Supplier can invoice
the dispute resolution fee of $2,047.50;

b) where the dispute resolution does not proceed because the Customer decides they do not
want to participate in dispute resolution, in which case the Supplier can invoice the
withdrawn dispute resolution fee of $487.50;

¢). where at or following the direct professional intervention of the supplier or a dispute
resolution meeting:

i.  the review is withdrawn by the Customer; or

i no agreement is reached between the Customer and ACC, and the Referred Matter
will proceed to a review hearing as described in paragraph 3.9 of Schedule 1 -
Scope of Services;

in which case the Supplier can invoice the dispute resolution fee of $2,047.50;
d). in.addition to any fees invoiced under paragraph (c)(ii) above, if:

i the Customer withdraws the review prior to a case conference or hearing, the
Supplier may invoice for the withdrawn dispute resolution fee of $487.50; or

i. the Referred Matter proceeds to a review hearing, on completion of the review
hearing the Supplier may invoice ACC for the standard review or complex review
fee, depending on which category the review falls into.

5. Where the Supplier is providing Services in relation to a claim which is currently under appeal in the
District Court (or higher court), ACC and the Supplier may negotiate and agree on a fee to be payable for
the Services provided while the Customer is waiting for a decision from the District Court. This fee must
be approved by ACC before these services are provided. The fee will be based on an hourly rate of

$219.00 (excluding GST).

Permitted Expenses

6. The Supplier may invoice ACC for the actual (with no mark-up) reasonable costs of hiring:
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o asecurity guard if required for a in-person meeting, to ensure safe review hearings can be
conducted. This will apply either on the Supplier's premises or in hired venues;

o kaumatua and/or kuia and other costs associated with a tikanga Maori process; or

o atranslation/interpreter, where required.

7. Invoices for the above cost will be provided to ACC on request.

It is anticipated that the fees described in this Schedule 2 for in-person meetings will cover almost all
travel costs. ACC will consider negotiating additional travel costs with the Supplierin very rare
circumstances where a in-person meeting occurs over 50 kilometres outside of the specified locations,
and where extenuating circumstances apply. Any such additional travel costs must be approved in

8.

writing by ACC.
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Schedule 3 - Service KPIs and SLAs

1. The Supplier will provide the Services so as to meet the KPIs and service levels described in this
Schedule 3.

2. Where the Supplier meets all of the KPIs applicable to the Services they are providing over a calendar
quarter, the Supplier will receive an additional payment that is equivalent to 2.5% of the aggregate value
of the invoices for the calendar quarter in question. The Supplier will invoice ACC for this additional
payment with its invoice for the next month’s Services after the next quarterly meeting is held with ACC,

as described in clause 5.6.

3. The KPls and SLAs for Reviewer Administration Services apply if apply if Reviewer Administration Services
are included in the list on the first substantive page of this Agreement under the heading “Services
included in this Agreement”.

4. The KPIs for Dispute Resolution Services apply if Dispute Resolution Services are included inthe list on
the first substantive page of this Agreement under the heading “Services included in this Agreement’.

5. ACC and the Supplier will actively review the KPls, every six months for the first.two years of the

Agreement and annually thereafter. If such reviews identify agreed flaws in the KPI descriptions or
targets, new descriptions and/or targets which address the flaws may be part of a Notice to the Supplier

issued by ACC under clause 18.2.
6. Reviewer Administration Services

KPIs

Target

Deliverable KPI Description

Quality of Reviewer
Administration
Services

Reviews are
completed in a timely
manner

Customer satisfaction

Review application is
set down

Service levels ("SLAs")
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Adjournments

7. Dispute Resolution Services

KPIs

Deliverable KPI Description

Dispute Resolution
Services are
completed in a timely
manner

Customer satisfaction

Agreement for Reviewer Administration Services and Dispute Resclution

Measure

COMMERCIAL IN CONFIDENCE Page 49 of 52

(Fa~



Schedule 4 -

Contact Details

ACC Contract Manager

Name:

Role / Title:

Manager Resolution Services |

Postal address:

PO Box 242, Wellington 6140

Physical
address:

Justice Centre, 19 Aitken

Phone:

Email:

n, Wellington |
acc.co.nz

ACC Relationship Manager

Name:

e

Role / Title:

Senior Resolution Specialist

Postal address: | PO Box 242, Wellington 6140

Physical
address:

Justice Centre, 19 Aitken

Phone:

Email:

Street, Thorndon, Wellington
E

The Supplier’s Contract Manager (Key Account Manager)

Name:

Role / Title: Head of ACC Services

Postal address: | PO Box 12790, Penrose, Auckland
1642

Physical Level 15, Chorus House, 66

address: Wyndham Street, Auckland

Phone:

Email; fairwayresolution.com

The Supplier’s Senior Manager

Agreement for Reviewer Administration Services and Dispute Resolution

Name:

Role / Title: Chief Client Officer

Postal address: || PO Box 2272, Wellington

Physical Level 4, 142 Lambton Quay,

address: Wellington -
Phone:

Email: Jk-fairwayreso[ution.com
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Schedule 5 - Business Continuity Plan and Disaster Recovery Plan

This is included as separate document.
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Schedule 6 — Health & Safety Plan

This is included as separate document.
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