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14 January 2025  

 

 

Tēnā koe  

 

Official Information Act Request 

Thank you for your email of 27 November 2024, requesting information about 
the procedures, timeframes and volumes of ACC Reimbursement requests. 

I have considered your request under the Official Information Act 1982 (the Act). 
Please find my decision set out below. 

“I am requesting the following, I would like to have a copy of the 
procedures set out for MSD to follow when a Request from ACC for 
Reimbursement to better understand the proccess. 

{IE} When someone has been accepted for weekly compensation and is 
expecting a backdated payment, ACC contacts MSD to Calculate the 
Reimburstment amount for an overpaid benefit.” 

Please refer to the following links and documents attached to this letter which 
detail the Ministry’s ACC Reimbursement Process: 

• www.workandincome.govt.nz/map/income-support/core-
policy/income/types-of-income/weekly-compensation-01.html  

• www.workandincome.govt.nz/map/income-support/core-
policy/income/types-of-income/quick-reference-guide-for-the-treatment-
of-acc-pay-01.html  

• ACC Reimbursements - Doogle Page (internal Ministry system)  
• ACC Reimbursement Process Flowchart 

How much time is allocated to complete these Reimburstment request?  

The Ministry has a Service Level Agreement (SLA) with ACC which sets the 
expectation that the work is completed within ten working days. However, where 
work is more complex, reviews may take longer to complete.  

I would also like to ask how many of these type of Acc reimburstments 
request's MSD has at present, and how do they triage these requests.  

As of 18 December 2024, the ACC requests for information and reimbursements 
processing queue has 38 tasks to complete. The management of this queue is 
managed by specialised staff and there is a dedicated manager to look after 
these operations, who work on ensuring the queues are managed effectively and 
work to address any resourcing issues.  



Lastly I would like to know how many MSD staff members are qualified to 
under take these requests” 

The Ministry’s Central Processing Officers (CPOs) process ACC reimbursement 
requests. 21 Central Processing Officers have processed ACC reimbursements 
from January 2024 to January 2025. 

I will be publishing this decision letter, with your personal details deleted, on the 
Ministry’s website in due course. 

If you wish to discuss this response with us, please feel free to contact 
OIA Requests@msd.govt.nz. 

If you are not satisfied with my decision on your request, you have the right to 
seek an investigation and review by the Ombudsman. Information about how to 
make a complaint is available at www.ombudsman.parliament.nz or 0800 802 
602. 

 

Ngā mihi 

pp.  

Magnus O’Neill 
General Manager 
Ministerial and Executive Services 
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