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ICRA was established in 2019, as part of the NZDRC Group.  
We are a recognised leader in private dispute resolution 
and conflict management services, both in New Zealand 
and globally. 

We strive to provide you with the best quality help and 
guidance.  We will ensure you can navigate and manage 
conflict and disputes in the most constructive, effective, 
and proportionate way possible. 

Personalised customer service is at the heart of everything 
we do.  Every case we deal with is unique. You will be 
assigned a dedicated case manager, to ensure you have 
only one person to tell your story to.  Your case manager 
will be your primary point of contact throughout the 
process. 

Our team looks forward to working with you.

FOR CONSIDERING US!
THANK YOU
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The ACC review process is intended to be an effective and efficient 
way to help you resolve your dispute with ACC. We have extensive 
experience in the design and implementation of dispute resolution 
and complaint management processes, so we can expertly guide you 
through the dispute resolution process, to help you get the most out of 
the review services.

EXPERIENCE
A WEALTH OF
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1

We think 
CREATIVELY

We value 
PRIVACY 

We constantly 
IMPROVE

And we value  
YOUR TIME

OUR STORY

Every case is different and your dedicated 
case manager will work with you to ensure the 
process is as effective as possible for you.

Our online case management platform has 
been designed and built from the ground up 
up with privacy front of mind.

We are constantly developing and improving 
our systems and services, and value your 
feedback to ensure we do so to the best of 
our ability.

Nobody wants to be in conflict, and we work 
to ensure that all of our services are delivered 
in a time efficient manner.

ABOUT US

The Independent Complaint and Review Authority (ICRA) is a part of the NZDRC 

Group. It is a specialist service that delivers independent and impartial reviews of, 

and appeals against, decisions and determinations made by public and private 

sector organisations and government bodies in the exercise of their statutory powers 

and duties.
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Your time is precious and 
we work to ensure that 

your review or mediation is 
delivered in a timely manner 

to let you get on with the 
things you enjoy in life.

Our reviewers and mediators 
are experienced and well 
respected. They are  also 

well supported by our case 
managers, management 
team, and inhouse legal 

team.

We do not operate a call 
centre. You will be allocated 
a  dedicated case manager 

who will be your primary 
point of contact to help 
guide you through the 

process.

TIMELINESS IS ESSENTIALNEVER COMPROMISE 
ON QUALITY

WE MAKE THINGS SIMPLE

New Zealand’s accident compensation scheme provides accident insurance cover 
for accidental injuries to New Zealand citizens, residents, and temporary visitors to New 
Zealand.  The scheme is administered by the Accident Compensation Corporation 
(ACC) – Te Kaporeihana Āwhina Hunga Whara.

In its role, ACC makes decisions about claims for cover or entitlements, levies, or 
complaints under the Code of ACC Claimant’s Rights (the Code).  If you disagree with a 
decision ACC makes, you are entitled to have that disagreement resolved by review or 
mediation. 

ICRA is able to assist you with this. 

WHEN CAN YOU SEEK A REVIEW?

REVIEWS

ACC REVIEW PROCESS

2
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Once the hearing has taken place, your 
reviewer will have 28 days within which to 
issue a written decision. That decision is legally 
binding on the parties.

4 DECISION

For most reviews, there be a review hearing 
which will usually take place by video 
conference (although it is possible to have a 
review decided just on the documents).

You can be represented at the hearing or 
choose to attend on your own. The choice is 
entirely yours. 

3     HEARING

Once your case has been referred to us, you 
will attend a case management conference 
(also known as a CMC). This will typically take 
place by phone and will be led by the reviewer 
assigned to your case. 

Your case manager will send you all the 
information you need to ensure you are 
prepared to participate in this step.

2 CMC

To apply for a review, you need to lodge an 
ACC33 application form with ACC.

If you are unable to resolve the issue directly 
with ACC, the dispute will go to a review. 
This is where ICRA comes in. We are not part 
of ACC but are a completely independent 
organisation which provides professional 
review services.

1 APPLICATION

A fair and efficient 
resolution of your 
ACC dispute in four 
easy steps

What can you expect?
AN OVERVIEW OF A REVIEW PROCESS

https://www.acc.co.nz/contact/get-a-decision-reviewed/
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3 APPLICATION

APPLICATION

To apply for a review, you need to either write to ACC directly or simply 
complete a review application form. If you’re not sure, ask ACC for a 
copy of the ACC33 Review Application Form.

If you choose to write to ACC rather than completing the ACC33 
Review Application Form, you need to include the following in your 
letter:

• your name, address and contact number;
• the claim number, or ACC number if it’s a levy review;
• the date of the decision ACC made that you would like reviewed;
• why you want a review and what you would like to happen as a 

result of the review;
• whether you would like any cultural support or have accessibility 

needs; and
• any supporting documents or evidence to support your review.

When	does	the	application	have	to	be	made?

Your application must be made to ACC within three months of its 
decision being made – that date will be recorded on your decision 
letter or the levy invoice.

Applying	on	someone	else’s	behalf?

If you are applying on someone else’s behalf, you will need to also 
complete and include an ACC5937 Authority to Act Form with the 
application.

REVIEW PROCESS STEP ONE

https://www.acc.co.nz/contact/get-a-decision-reviewed/
https://www.acc.co.nz/contact/get-a-decision-reviewed/
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Once ACC receives your application, it will be in touch with you.

If you are unable to resolve the dispute directly with ACC, the dispute 
will go to a review. This is where ICRA comes in. We are not a part 
of ACC but are a completely independent entity which provides 
professional and independent review services. If you would like your 
review managed by us, please just ask your ACC Review Specialist.

WHAT HAPPENS NEXT?
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If you have any questions or just want to know 
more, please contact our case management 
team who are more than happy to help. 

Please also let them know if you have any 
concerns or particular requirements which we 
should be aware of so we can assist you and make 
sure that the process runs as easily as possible for 
you.

Call us on: 0508 ICRA REVIEW (0508 427 273)

Once the review process is underway, the first step will be a case management 
conference (CMC). This is a really important part of the process.

The primary reasons for the conference are:

• to ensure that both you and ACC are fully prepared for the review hearing;
• to ensure that the necessary evidence is provided well in advance of the review 

hearing;
• to avoid last minute adjournments;
• to explore the possibility of settlement and/or mediation; and
• to make any necessary procedural directions.

The conference will typically take place by telephone and will be led by the reviewer 
assigned to your case. Before the conference, your ICRA case manager will send you all 
the information you need to be able to join the case management conference and to 
ensure you are prepared to participate effectively and confidently.

CASE MANAGEMENT CONFERENCE

CMC

CMC

4

REVIEW PROCESS STEP TWO
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Excellent communication throughout my review from 

start to finish. I feel ICRA are leaders in communication. 

Why because staff actually want to be available to 

communicate – they don’t avoid it they don’t use 

excessive email to do this. Staff were available to 

phone and if they didn’t answer my call they rang 

me back, they listened and were understanding. The 

mediator was professional and fair as he listened to 

both parties and asked questions of both parties. At 

the end of the hearing I wasn’t left wondering what 

the decision would be because of the process of the 

review asked ACC to explain their decision further 

I understand now. The decision is coming out soon 

and I’m not left wondering what it may be because 

I understand. Yes the staff were helpful, courteous 

and professional. I found notifications really taking 

communication to another level, this is excellent and 

makes communication transparent to parties.

What I especially valued were cultural options 

available for Māori.

Ngā mihi ICRA

WHAT OUR CLIENTS SAY
TESTIMONIAL



 REVIEW PROCESS STEP THREE
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Like any other legal process, it is essential that you are well prepared for the 
review hearing. This is your opportunity to present your case and comment on 
ACC’s case to the reviewer before they make a final decision.

During the case management conference, the reviewer will talk with you and 
your ACC Review Specialist to ensure you are both properly prepared well 
before attending the review hearing. By the hearing, you should know exactly 
what result you would like, why you say you are entitled to it, and what evidence 
you have which supports your case.

For most reviews, there will be a review hearing (although it is possible to 
have a review decided just on the documents). 

Review hearings will usually take place by video conference.

HEARING5

HEARING



 REVIEW PROCESS STEP THREE
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Your submission is 
essentially your story. It is 
an explanation of what 
you want and why you 
say you are entitled to it.

Submissions do not have 
to take any particular 
form but should be 
clear, concise and 
easy to follow. It is often 
helpful if your submission 
is chronological and 
cross-referenced to the 
evidence which you are 
relying on to support your 
position.

Evidence is the facts and 
expert opinion that you 
rely on to support your 
claim. This may include:

• statements from 
people who have 
first hand or personal 
knowledge of relevant 
events;

• expert reports from 
specialist medical 
practitioners; or

• other documents 
which are material to 
your case.

Your ICRA case manager 
is there to answer any 
questions you may have 
and to make sure the 
process runs smoothly. 

It is important to let 
them know who will be 
attending the hearing. For 
instance, you may have 
an advocate or support 
person, witnesses or 
experts, or may need an 
interpreter.

OTHER PREPARATIONEVIDENCESUBMISSIONS

Are you ready for your hearing?
PREPARATION

Any submissions and evidence (including specialist reports) you or ACC wish to 
rely on should also be provided well in advance of the hearing itself. This ensures 
that there are no surprises for anyone on the day.

Need help or guidance?

Your ICRA case manager is there to support you throughout your review. You 
may also wish to consider using the ACC Navigation Services (see page 18)
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After the review hearing has finished, the reviewer has 28 days to issue a written 

decision. That decision is legally binding on you and ACC. 

The reviewer must consider all of the submissions and evidence before them. 

They will then make one of the following decisions: 

• dismiss your application for review; 

• amend ACC’s decision; 

• quash ACC’s decision and replace it with their own decision (for example, a 

decision that you have cover for your injury); or 

• quash ACC’s decision and require ACC to remake the decision (often, the 

reviewer will identify what extra information ACC should obtain before it 

makes the decision again). 

If your review decision relates to a delay by ACC in processing an entitlement 

claim, the reviewer might also: 

• require ACC to make a decision within a specified timeframe; or 

• make the decision for ACC.  

DECISION

 REVIEW PROCESS STEP FOUR

6

DECISION
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You may also want to try mediation - 
you can do this before or during the 
review process.

Mediation is a useful process as it 
gives you an opportunity to engage 
constructively with ACC and an 
independent ICRA mediator to see if 
you can find a mutually acceptable 
solution to your dispute.

One of the main benefits of mediation 
is that you can reach a practical 
solution.

You retain control over any outcome 
as a settlement will only be reached 

if you and ACC agree to the terms of 
that settlement.

Talk to your ICRA case manager if you 
would like to find out more.

KEY POINTS

• Mediation is free

• Mediation is relatively quick

• You can participate from your 

own home

• Any agreement is yours and 

ACC’s - the mediator will not 

make a decision for you

• If you can’t reach agreement, 

you can still apply for a review 

of ACC’s decision

MEDIATION7

MEDIATION
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“with discussion comes knowledge, with knowledge 
comes understanding, with understanding comes 
wisdom, with wisdom comes wellbeing”

CULTURAL 
SUPPORT

CULTURAL SUPPORT

ICRA’s well respected ACC review and 
mediation service has been designed 
and developed to incorporate, for 
those parties who wish to adopt it, a 
wrap-around tikanga-based Māori 
cultural support framework that we 
have called Te Korowai Kākahu o Te 
Umanga Arotake Amuamu Motuhake.

The framework symbolises us working 
together in collaboration with our 
stakeholders to establish unique 
pathways for guiding and supporting 
parties to ACC reviews and mediations 
as we journey together using Māori 
beliefs, principles, values and practices 
that derive from traditional knowledge 
(mātauranga Māori) for improved 
outcomes for parties to ACC review 
and mediation services.

A tikanga-based approach recognises 
that tikanga is not static and 
can vary in form and application 

across different rohe (regions). 
Notwithstanding, there are key tikanga 
principles that are universal in nature.

A tikanga-based approach to ACC 
review and mediation services 
further recognises the principles 
envisaged in Te Tiriti o Waitangi (The 
Treaty of Waitangi). This framework 
affirms our commitment to Te Tiriti o 
Waitangi and its principles, including 
those of partnership, protection and 
participation.

8

Want to know more?
ICRA has formed a partnership with Tuhono 
to deliver our cultural support services. 
For more information and to get your 
journey started, please contact your case 
manager who will be able to guide you.



Te Umanga Arotake Amuamu 
Motuhake (Independent Complaint 
and Review Authority – ICRA)
kua whakahoahoa, kua waihangahia 
tētahi ratonga ringa tūhono, tētahi 
tūkanga arotake e ACC ki te 
whakawhanake, ki te tūhono i ngā 
kāhui e hiahiatia ana te whai i tētahi 
pūnaha Māori, e hāngai pū ana ki ngā 
tikanga Māori. Nā, ko te ingoa o tēnei 
ara tūhono ko Te Korowai Kākahu o Te 
Umanga Arotake Amuamu Motuhake.        

Ka whakakanohi tēnei pūnaha i te 
whakaaro o te mahi ngātahi ki te 
hunga whaipānga, ki te whakatakoto 
i tētahi ara hou. He ara rikarika, he ara 
whai mana ki te tautoko, ki te ārahi 
i te tūkanga arotake, ratonga ringa 
tūhono a ACC. Ka haere ngātahi ngā 
whakapono Māori, ngā mātāpono 
Māori, ngā uaratanga me ngā 
akoranga ka ahu mai i te mātauranga 
Māori. Ko te whainga matua kia pai 

ake ngā putanga iho mā te tūkanga 
arotake me te ratonga ringa tūhono a 
ACC.

Inā hoki, te nui o ngā horopaki huhua 
e kitea ai te nuku atu, me te nuku mai 
o ngā tikanga ki tēnā rohe, ki tēnā 
whaitua. Ehara i te mea he ōrite ki ngā 
waahi katoa, e kao! Ahakoa tēnā, 
ā, ahakoa ngā rerekētanga kei reira 
tonu ngā tikanga motuhake mō ngā 
iwi katoa. 

Ka whakamana tēnei tūkanga 
arotake, tēnei ratonga ringa tūhono 
a ACC i ngā mātāpono o Te Tiriti o 
Waitangi. Nā, e manawa kairoke 
ana mātou ki tēnei rautaki me ōna 
pānga ki ngā mātāpono o Te Tiriti o 
Waitangi, arā, te whakamarumaru, te 
whakaurunga me te whakahono.

17

TE	KOROWAI	KĀKAHU

“mā te whakatau, ka mōhio, mā te mōhio ka 
mārama, mā te mārama ka mātau, mā te 
mātau ka ora”

TE KOROWAI 
KĀKAHU
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If you would like independent advice about how ACC can support you, or you 

have an issue with your claim, then the Navigation Service providers can:

• provide you with advice;

• refer you to the right person at ACC to talk to; and

• advocate for you on your behalf.

The two Navigation Service providers are:

• Way Finders – Ph 0800 273 030

• Workplace Injury Advocacy Service – Ph 0800 486 466

These providers offer a service to anyone in New Zealand and are free of 

charge. They are completely independent from ACC and ICRA, and will 

provide fair and honest advice. They are run by people who have real skills and 

experience in supporting injured and disabled people to have more control over 

their lives.

NAVIGATION 
SERVICES

9

NAVIGATION SERVICES
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Mediation and the review process is 
free.  However, you may incur some 
costs in preparing for your review.  The 
most common costs are: 
• paying for an advocate or lawyer, 

if you choose to have one; 
• obtaining evidence, for example a 

medial report. 

If you have incurred costs, you should 
let your reviewer or your ICRA case 
manager know.  Provide invoices if 
possible.  If you are successful in your 
review, the reviewer will award you 
costs.  Even if you are not successful in 
your review, the reviewer may award 
you costs if they consider that acted 
reasonably in applying for the review. 

COSTS10

COSTS
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