
Relationship Role
Holistic H&S performance conversations 
and a single first-point of communication 
with AE/TPA.

Reviewer Role
Quality assurance. Injury, 
claims, rehabilitation 
management only

ACC monitors performance, 
provides guidance and 
encourages aspirations to 
further improve

EDUCATE

ACC requires AE to improve or 
pricing and participation may 
be affected. ACC requires 
assurance that there is 
executive ownership  
of issues, and may  
engage directly at the 
executive level if  
performance continues  
to be poor.

ENFORCE

Maintain continual connection 
to the AE, with engagement 
frequency and depth increasing 
as performance and/or 
improvement declines.
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Performance & Improvement
Holistic and regular 
performance conversations, 
including updates on how 
they’re tracking against their 
improvement targets

Path to improvement

Enrich the programme by 
encouraging knowledge 
sharing.

LEARN

Baseline
It is expected that AEs will maintain 
performance levels that meet or exceed 
appropriate baselines as defined by ACC.

ACC employs a responsive 
approach to its engagement 
with AEs with the level, 
nature and frequency of 
engagement shifting in 
response to performance.

Scenario 5
ACC monitors 
and manages 
performance

Current state: 
ACC has limited ability to 
measure and understand 
performance and to identify and 
address performance issues. 

Future state:
Workplaces are upholding, and 
are accountable for, meeting 
their obligations within the 
programme. 

A system of continuous 
monitoring and feedback will also 
promote an improvement culture 
within the programme.

Tell us whether this feels different 
to what happens today?

What other things should happen 
if performance is great?

What would incentivise you to 
improve performance?

If you were a top performer how 
might ACC learn from you and 
share?

What the experience looks like:



Performance Domains

Staying safe

•	 Tells ACC whether workers are safe at work.
•	 Includes number, type, severity and reaggravation.

Injury prevention

•	 Injury prevention keeps 
workers from being 
harmed in the workplace.

•	 Includes elements of 
Worker Engagement, 
Participation, and 
Representation 
(WEPR) that relate to 
injury prevention, and 
information around the 
nature and effectiveness 
of injury prevention 
initiatives.

Worker experience

•	 In taking on ACC’s role as a claims manager, AEs are 
expected to provide a worker experience that is as good 
or better than that provided by ACC, and are expected to 
provide workers with all legislative entitlements.

•	 Includes claims management and injury management 
satisfaction, and access to entitlements.

Organisation capability

•	 Organisational capability 
is fundamental to the 
AE’s ability to deliver 
injury and claims 
management to 
expectations.

•	 Includes measurement 
of workplace capability 
and systems necessary 
to deliver on injury and 
claims management 
responsibilities.

Injury management

•	 Timeliness and nature 
of response to an injury 
(including before a cover 
decision is made) is 
a key driver of worker 
satisfaction. Effective 
injury management 
can mitigate the 
severity of an injury 
and the potential for 
reaggravation.

•	 Includes timeliness and 
quality measures.

Claims management

•	 This is the fundamental 
aspect of ACC’s role 
that the AE is taking 
on. It is important that 
workers access the same 
legislative entitlements 
and at least the level of 
satisfaction provided by 
ACC. We have heard that 
timeliness and quality of 
claims management have 
a significant impact on 
injured worker experience.

•	 Includes timeliness and 
quality measures.

AEs are stepping into the role of ACC in delivering claims, 
injury and rehabilitation management. 
 
It is expected that AEs will maintain performance levels that 
meet or exceed appropriate baselines as defined by ACC. 
Ongoing performance and actions will determine when and 
how ACC will interact with AEs.

Acceptable levels of performance

ACC dynamically alters its approach to, and level of 
involvement with an AE, determined by their level of 
performance and their improvement progress.

This is a shift away from a traditional compliance and 
enforcement-focused approach and is consistent with trends 
across regulators internationally.

Responsive approach

High performing

Performance  
fluctuating

Baseline performance level

Under performing

Size: intensity of check in

Unacceptable  
performance 

for AE

ACC providing  
guidance for minor 
performance drops

Reviewer role  
involvement

Performing better than baseline

Performing worse than baseline

Acceptable  
performance  

for AE

Baseline for 
measure

Key

What ACC will monitor and how ACC will respond


