
19 January 2015  

 

Lee M 

fyi-request-3423-f9d6405e@requests.fyi.org.nz  

 

Dear Lee M 

Official Information Act Request 

In an email dated 27 November 2015 to Hon Nikki Kaye you asked a number of 

questions under the Official Information Act 1982 (the Act) about ACC files and the 

ACC filing system. Hon Kaye’s office forwarded this request to ACC for a response. 

Your questions and ACC’s corresponding responses are set out below.  

1. How many different claimant file/record naming options are there in the ACC’s 

EOS computer system in which information about individual claimants can be 

stored, including but not limited to personal, health and employment history, 

individual claims history, communications between the ACC and the individual 

claimants (regardless of method), communications between the ACC and its 

internal staff, communications with the ACC’s legal team and external legal 

organisations, communications with treatment providers, communications with 

vendors, etc? 

There are two places where information and communications records can be 

created, stored and managed in Eos; these are at party and/or claim level: 

 Party is the term for a person (e.g. claimant), group of people or an organisation 

associated to a claim. These records provide relevant information in regards to 

the party and general interactions with them.  Party records are named after the 

individual, group or organisation they pertain to. 

 Claim records provide a single view of the information for a claim and how ACC 

is managing it. Copies of all communications sent and received about a claim 

are stored, or accessed from the Virtual Claim Folder, within Eos. Claim records 

are named after the ACC-generated number of the claim they pertain to. 

Information contained in the claim record includes: 

 general details such as cover status, claim type, case ownership 

 the individual plan, entitlements and supporting activities 

 details of the accident and injury caused 

 medical diagnosis 

 employment details 

 any special indicators 

 payments made on the claim 

 any contact with the client and/or associated parties including documents 

issued or received. 
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Documents and Contacts can be stored at just a party level or both claim and party 

level. In most cases, the document would relate specifically to the claim so it would 

be created and stored on the claim record.  

We note that some historical claim records will have a physical file that has been 

archived rather than virtualised (i.e. electronically uploaded). 

2. I am aware that two names given by the ACC to files/records that are created 

and stored in its EOS computer system are “claim file” and “party status (or level) 

file”, however, I am wanting to know the names, hierarchy [sic] and architecture 

of the many other file name options that the ACC uses to create files for 

individual claimants and their individual claims. (Possibly a diagram can also be 

provided).  

As noted above, Claim and Party level are not names given to files or records stored 

in Eos. They are the two distinct areas within in Eos where an individual client, 

provider or employer’s information is filed.  The file name options that ACC uses to 

create files for individual clients and their individual claims are therefore either: 

a. the individual’s full name, and/or  

b. the number that ACC allocates to each new claim.  

Every claim is associated to the individual claimant (party) record that the claim 

relates to as shown in the following diagram: 

 

3. Is a “party status (or level) file” stored in the ACC’s EOS computer system 

accessible by any external organisation including Fairway Resolution Limited? 

Third Party Administrators (TPAs) who are participating in a service for external 

management of claims have very limited access to Eos. They can only view and 

access claims they manage, and this access is enabled by ACC using strict criteria. 

They also have very limited access to view party information. These TPAs are unable 

to search other claims related to the individual they are managing, or any other 

persons.  

FairWay Resolution Services Limited (FairWay) does not have access to ACC’s Eos 

system, or access to claim or party records. FairWay is an independent company that 

has its own software applications to create and view its records.  FairWay also 

confirmed this in an email dated 16 October 2015 when they stated that: “FairWay 

does not have electronic access or connectivity to any of ACC’s electronic records, 

such as the Eos print claim file”.  

Party 

Claim 

Claim 



4. Why do ACC claimants have difficulties – in some cases this is publicly reported 

to have taken great persistence over long periods of time – in getting the ACC to 

simply provide copies of “party status (or level) files”? 

The information provided by ACC is directly related to an individual’s request.  Most 

clients request information about their current managed claim. As mentioned above, 

documents relating specifically to a claim are allocated to the Claim record so only 

this is provided. If clients request party level files, these will be provided. 

5. Why does the ACC not publish the file/record naming options to assist claimants 

when they want to make Privacy Act or Official Information Act requests? (If such 

a list was available, the claimant could then specify which file/record they would 

like a copy of).  

Thank you for your suggestion but there is no such list to make available. Clients 

generally ask for information related to their claim and will specify the associated 

claim number. Alternatively they ask for personal information that ACC holds about 

them, or official information about a specified ACC policy or procedure, or data that 

ACC holds.  

6. When claimants request “all” information that the ACC holds about them and 

their claims, why does the ACC only provide copies of the records held in the 

ACC’s “claim file” stored in its EOS computer system? (In other words, why does 

an ACC claimant need to make specific and sometimes even separate requests 

for “all” files held by the ACC, and name those individual files, when most of the 

file/record names are not known to claimants)? 

The information a client is provided will depend on the request that they make.  Eos 

has been ACC’s repository for claim information since 2007, therefore if a client 

requests information ACC holds about their current or recent claim or claims, this will 

generally come from Eos.   

There are some exceptions.  For example, historic claim information may not have all 

been scanned into Eos.  This means that these physical files will be sourced from 

archives before responding to a request.  In addition, payment transactions are 

managed through separate systems and Eos accesses a sample of the information 

for internal use.  Ultimately however, the source of the information provided is directly 

related to the individual’s request. ACC will clarify any details with the requestor if 

their request is unclear.   

7. Why does the ACC need to have so many different file/record names, and create 

and store information about individual claimants and their individual claims in so 

many differently named files/records? 

As set out above, ACC stores information about clients under their name and under 

the claim number of each claim lodged.  A client will have one party record, but may 

have many different claim records.  ACC receives approximately 1.84 million claims a 

year, so it is practical to name and store each file according to the claim number 

allocated to it, and against the individual related to the claim.  



8. Do ACC claimants have a legislated right to access “all” information that the 

ACC holds about them irrespective of the file/record name assigned to that 

information and the name of the file/record that the information is stored under? 

If not, what information is not considered relevant and important and what is 

considered irrelevant and trivial, and what are the reasons for this? 

Principle 6 of the Privacy Act 1993 states where an agency holds personal 

information in such a way that it can readily be retrieved, the individual concerned 

shall be entitled to obtain from the agency confirmation of whether or not the agency 

holds such personal information, and to have access to that information.  

The application of this principle is subject to the provisions of Parts 4 (good reasons 

for refusing access to personal information) and 5 (procedural provisions relating to 

access to and correction of personal information) of the Privacy Act.   

Accordingly, clients do have a right to access all information that ACC holds about 

them, subject to the reasons set out in sections 27-29 of the Privacy Act that enable 

information to be withheld from release. Redactions to personal information are only 

made in accordance with these sections of the legislation and the reasoning must be 

explained to the requestor. An assessment with regard to redaction is done on a 

case by case basis when reviewing the information relevant to the request. 

9. Please provide me with a copy of ACC’s policies and procedures, or guidelines, 

in relation to Privacy Act and Official Information requests.   

The documents listed below are enclosed with this request:  

a. Access policy 

b. Requests for personal information 

c. Differences between personal and health information 

d. Requests for full client copy files 

e. Requests for call recordings 

f. Requests for client emails 

g. When to withhold personal information 

h. Examples of declining personal information requests 

i. Preparing client information in a CIT 

j. Official information requests policy 

k. Official information requests 

l. When to withhold information  

m. Timeframes for responding to official information requests  

n. Examples of declining official information requests 

o. Manage requests for personal information from insurers 

p. Responding to a request for official or personal information. 

Please note that the staff ‘contact’ name on each of these policies has been redacted 

pursuant to section 9(2)(a) of the Act to protect the privacy of these staff.  

http://www.legislation.govt.nz/act/public/1993/0028/latest/link.aspx?search=ts_act%40bill%40regulation%40deemedreg_privacy+act_resel_25_a&p=1&id=DLM297080#DLM297080
http://www.legislation.govt.nz/act/public/1993/0028/latest/link.aspx?search=ts_act%40bill%40regulation%40deemedreg_privacy+act_resel_25_a&p=1&id=DLM297092#DLM297092


There are also policies on ACC’s website which relate to this request but are not 

enclosed as they are publicly available (as per section 18(d) of the Act).  You can 

access these policies at the following web addresses: 

- ACC’s privacy policy: http://www.acc.co.nz/privacy/privacy-notice/WPC120319  

- Request access to your personal and health information: 

http://www.acc.co.nz/privacy/privacy-notice/WPC120331  

- Requesting official information: 

http://www.acc.co.nz/publications/index.htm?ssBrowseSubCategory=Requesting 

official information. 

Invitation  

We note that your questions seem to indicate confusion about the layout and 

compilation of ACC files in Eos. As suggested to you previously, you are 

welcome to arrange a visit with your local ACC branch to view Eos in operation 

(as per section 16(c) of the Act). This should help to alleviate any misconceptions 

you have about ACC’s filing systems.  Please talk to your case manager to 

arrange this. 

 

ACC is happy to answer your questions  

If you have any questions about the information provided, ACC will be happy to 

work with you to answer these.  You can contact us at 

GovernmentServices@acc.co.nz or in writing to Government Services, PO Box 

242, Wellington 6140.  

You have the right to complain to the Office of the Ombudsman about our reply to 

your request.  You can call them on 0800 802 602, 9am-5pm on weekdays, or 

write to The Office of the Ombudsman, PO Box 10152, Wellington 6143. 

 

Yours sincerely 

Government Services  

Government Services  

 

Enc. 16 x ACC policy documents 
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