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Purpose and Scope 
This policy and procedure is specific to the management of participant incidents. It aims to formulate a holistic and structured method when approaching and managing incidents. This policy relates to all participants inclusive of disabled individuals.
This extends to all workers and participants and meets relevant laws, regulations, and standards.
[bookmark: _Toc119404439]Definitions
	Abuse (specific for this policy and procedure)
	The improper treatment of an individual.
Can include but is not limited to
· Sexual abuse
· Child abuse
· Bullying
· Physical abuse
· Emotional abuse
· Domestic violence

	Procedural Fairness
	The idea of fairness in the processes that resolve disputes and allocate resources.

	Harm (in the context of child protection legislation)
	Physical or psychological injury, especially that which is deliberately inflicted, including but not limited to harm caused by:
· Mental abuse
· Physical abuse
· Emotional abuse
· Sexual abuse
· Neglect

	Mandated Notifiers
	They are required by law to notify the Department for Child Protection if they suspect on reasonable grounds that a child or young person is, or maybe, at risk of harm. This obligation arises when a mandated notifier forms this suspicion in the course of their employment (whether paid or voluntary).
They include but are not limited to:
· Registered nurses
· Doctors
· Police
· Teachers

	Neglect/ Negligence
	Neglect is a form of abuse where the perpetrator, who is responsible for caring for someone who is unable to care for themselves, fails to do so. It can be a result of carelessness, indifference, or unwillingness and abuse.

	Mandatory reporting
 
	People who have regular contact with vulnerable people and are therefore legally required to ensure a report is made when abuse is observed or suspected.

	Offender/Perpetrator
	A person who carries out a harmful, illegal, or immoral act.

	Incident (in the context of this policy)
	An event that occurs that causes harm or could have caused harm towards a participant or a worker of support/services.

	Reportable Incident
 
	Incidents or alleged incidents that involve participants with a disability:
· The Death of a NDIS participant
· Serious injury of a NDIS participant
· Abuse or neglect of a NDIS Participant
· Unlawful sexual of physical contact with, or assault of, a NDIS Participant
· Sexual misconduct committed against, or in presence of, a NDIS participant, including grooming of the NDIS participant for sexual activity
· The unauthorised use of a restrictive practice in relation to a NDIS Participant
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This policy and procedure should be used in conjunction with the Feedback, Compliments and Complaints. Doing this provides Amwrelle Cleaning & Home Care Services with the ability to be aware of any issues that could potentially cause harm to participants. Amwrelle Cleaning & Home Care Services ensures that all workers are ethical and guarantee a safe and secure environment for participants.  If an incident has occurred, Amwrelle Cleaning & Home Care Services will provide the participant with any support necessary. Amwrelle Cleaning & Home Care Services will ensure they appreciate and utilise the role of families and communities’ perceptions regarding this policy and procedure. Children/youth will be prioritised, and Amwrelle Cleaning & Home Care Services guarantees their safety.
[bookmark: _Toc119404441]Incident Management System
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Evaluates
Achieves
Resolves


Procedure
In compliance with the Human Resource Policy and Procedure, all Amwrelle Cleaning & Home Care Services workers will partake in specialised training, surrounding incident management procedures that have been developed and implemented by Amwrelle Cleaning & Home Care Services. Amwrelle Cleaning & Home Care Services workers will have an annual performance review; this will involve a discussion with the Owner/Director about their work, performance, work ethic and how they have been in general. An area that will also be discussed is ensuring workers are using best practices and are continuously improving, always aiming to provide a safe environment for participants and complying with this policy and procedure.
Amwrelle Cleaning & Home Care Services will ensure to address this policy and procedure in conjunction with the Continuous Improvement Policy and Procedure at every management meeting, to ensure the safety of participants. Amwrelle Cleaning & Home Care Services must ensure that all participants, family members and other stakeholders understand this policy and procedure. This can be done through various avenues such as the participant charter or handbook. When providing stakeholders with this information, ensure they can understand it
[bookmark: _Toc119404443]Incident Identification and Response
1- Evaluate the situation:
· Ensure participants are safe.
2- Contact emergency services:
· If medical services are required call 000 and request an ambulance.
· If force or legal action is needed call 000 and request the police.
· If there is a fire call 000 and request the firefighters.
3- Do not allow anyone to touch the scene:
· Sexual incidents require the individual not to shower until evidence has been collected.
 4- Contact a medical practitioner:
· If emergency services are not required, but medical attention is, contact the participants GP or other health practitioner, e.g. a psychologist or physiotherapist.
5- Separate/remove perpetrator:
· The individual inflicting harm should be removed.
6- Contact next of kin:
· If the participant is under 18.
· If over 18 but in need of an advocate.
· If a participant has a legal guardian.
· Inform them of the incident.
· If next of kin is the abuser, correct measures must be taken with police.
7- Call any other relevant services:
· Victim support (counselling, legal aid etc.)
8- Support participant:
· Ongoing and appropriate support.

[bookmark: _Toc119404444]Incident Documentation and Accurate Reporting
It is crucial for any worker of Amwrelle Cleaning & Home Care Services who observes an incident to report and document it as quickly as possible, passing it off to the Operations Manager. The Operations Manager is legally responsible for ensuring the incident is reported to police if necessary. The incident will be documented in Amwrelle Cleaning & Home Care Services’ Incident Register. 
Incident register must contain:
· Whether the incident is reported
· Time, date and place
· Details and results of investigation
· Incident description
· Consultation with participants
· Evaluation Details
· Contact of all involved parties
· Actions Taken
[bookmark: _Toc119404445]Privacy and Confidentiality
Amwrelle Cleaning & Home Care Services is required to record incident data in an Incident Register. This data is guaranteed to be safely maintained and kept for at least seven years in compliance with the Records and Information Management Policy and Procedure. All data collected must follow Amwrelle Cleaning & Home Care Services’ Privacy and Confidentiality Policy and Procedure. All data is confidential, and only necessary information is revealed when required by law, or if there is no threat to an individual.
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It is the responsibility of Amwrelle Cleaning & Home Care Services’ Operations Manager to ensure that incidents are reported to the NDIS Commissioner. Some incidents require reporting within 24 hours; they include:
· Abuse/Negligence
· Severe Injury
· Sexual Misconduct
· Sexual/Physical Abuse
· Death
More information can be found online at reportableincidents@ndiscommission.gov.au
The time, date and place of incident, contact details of all those involved and extra information requested by the NDIS, if not applicable within 24 hours, can be supplied to the NDIS Commissioner within 5 business days by using the Reportable Incident-5 Day Notification Form.
Information provided to the NDIS will include:
· Description of incident
· Contact details of person making statements
· Description of damage
· Time, Date and Place
· Contact details of organization
· Immediate action taken
· Authorities informed
· Contact details of involved parties
The procedure for reporting incidents to the NDIS commission is as follows:
STEP 1. Notify the NDIS Commission
Submit an Immediate Notification Form via the NDIS Commission Portal within 24 hours of key personnel becoming aware of a reportable incident or allegation.
The Immediate Notification Form includes a number of sections and questions, concerning details of the reportable incident, actions taken in response to the incident and the individuals involved in the incident.
An exception to this rule is notifying the NDIS Commission of the use of a restrictive practice that is unauthorised or not in accordance with a behaviour support plan. In these instances, the provider must notify the NDIS Commission within five business days of being made aware of the incident. If, however, the incident has resulted in harm to a person with disability, it must be reported within 24 hours.
To notify the NDIS Commission of an incident the authorised ‘Notifier’ or ‘Approver’ needs to login to the NDIS Commission Portal and select ‘My Reportable Incidents’ tile at the top of the screen. From here, you will be able to complete an Immediate Notification Form.
The NDIS Commission suggests the ‘Authorised Reportable Incidents Approver’ is the person you want to have the authority to review and be responsible for submission to the NDIS Commission. This could be the person specified in your incident management system who is responsible for reporting incidents to the NDIS Commission. The authorised ‘Approver’ will have the ability to submit new Reportable Incidents and view previous Reportable Incidents submitted by their organisation.
The NDIS Commission suggests the ‘Authorised Reportable Incidents Notifier’ is a supporting team member who can assist the ‘Authorised Reportable Incidents Approver’ to collate and report the required information. The authorised ‘Notifier’ will have the ability to create new Reportable Incident notifications to be saved as a draft for review and submission by the authorised ‘Approver’. The authorised ‘Notifier’ will need to inform the authorised ‘Approver’ that the Incident is awaiting their review and submission. The ‘Notifier’ can also view past Reportable Incidents they have created through the page.
STEP 2: Submit a 5 Day Form
The 5 Day form must be submitted via the ‘My Reportable Incidents’ portal within five business days of key personnel becoming aware of a reportable Incident. This provides additional information and actions taken by the NDIS registered provider.
The five-day form is also to be used for incidents involving the unauthorised use of a restrictive practice, other than those resulting in immediate harm of a person with disability.
STEP 3. Submit a final report, if required
You may be required to provide a final report. When this is the case, the NDIS Commission will notify you via email and tell you the date this is due.
If you are required to submit a final report, you will have access to the final report fields on the NDIS Commission Portal for that incident.
There are key considerations for registered NDIS providers. In all cases, providers must assess the impact on the NDIS participant.
· Whether the incident could have been prevented.
· How the incident was managed and resolved.
· What, if any, changes will prevent further similar events occurring.
· Whether other persons or bodies need to be notified.
Where appropriate, the NDIS Commission may require a provider to take remedial measures. The NDIS Commission may work with the provider to implement these measures and monitor progress. Remedial measures may include, but are not limited to, additional staff training and development or improved services to support NDIS participants and updating policies and procedures.
On occasion providers may experience difficulty accessing, using or submitting via the NDIS Commission portal ‘My Reportable Incidents’ page. This may occur when:
· The registered NDIS provider does not have access to PRODA
· The registered NDIS provider does not have access to the NDIS Commission Portal
· There is a technical IT issue the user cannot resolve with the quick reference guides or with the available support and it is outside of business hours
· The NDIS commission portal is unavailable due to system updates and maintenance
· In these circumstances, providers must take all reasonable steps to resolve the issues within the required timeframe by calling the NDIS Commission for support.
Outside of business hours and if all reasonable steps have been taken, a provider should advise the NDIS Commission of these issues as soon as possible via email to reportableincidents@ndiscommission.gov.au with an email that includes:

· The steps taken to complete the authorised notification form and the presenting issue
· The name of the impacted person
· Describe the immediate response and step taken to ensure the impacted person was safe
· Brief description of the reportable incident
· Whether other authorities, such as the police, were notified
You will receive an automated response from the NDIS Commission acknowledging receipt. As soon as practical, you will need to progress completion of the 24-hour form. If you continue having difficulties, please refer to the NDIS Commission website for detailed guidance or contact the Commission on 1800 035 544.
If the NDIS Commission portal or “My Reportable Incidents” page is unavailable for a period, the NDIS Commission Reportable Incidents team may:
· Provide an authorised form and request the information to be submitted via the reportableincidents@ndiscommission.gov.au address; or
· Take the 24-hour notification or further information over the phone
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When conducting incident investigations, it is beneficial for the investigation that all those involved partake in the process; this includes providing them with any support or assistance needed to contribute. The investigation should prioritize the participant with a disability, to ensure any wrongs are rectified, and their needs met. Investigation manager should keep notifying and updating participants and their supporters with news about the investigation progress. Investigations should be completed in a maximum of 28 days.
For both NDIS Commissioner directed investigations and independently reported investigations, the Operations Manager is required to assign a worker or independent party to manage the investigation. This individual must then determine an action to investigate the incident within 72 hours of the incident being reported; they may request assistance from fellow workers. The Operations Manager must ensure that Amwrelle Cleaning & Home Care Services is managing incidents using procedural fairness, giving all information and any support needed to those involved. When managing a participant incident, the focus should only be on the direct incident.
Should the situation occur where an investigation report is required to be filled out, it must be completed by a manager of Amwrelle Cleaning & Home Care Services, specifically, the Manager who is responsible for the management of the incident. It must be provided and submitted to the NDIS Commission directly. (reportableincidents@ndiscommission.gov.au), maximum of 60 days after the initial report.
Amwrelle Cleaning & Home Care Services is required to notify the participant of any investigation progress within the first 7 days since it was reported, initially verbally and then 


documented in writing. Any discussion between Amwrelle Cleaning & Home Care Services and the affected participant must be documented in writing.
Prior to the completion of an incident investigation, a review must be conducted, this benefits Amwrelle Cleaning & Home Care Services by providing them with information on trends and information analysis to improve Amwrelle Cleaning & Home Care Services’ services and ensuring the safety and well-being of all. The Incident Register will continue to be reviewed in management meetings. These reviews will take into consideration any feedback provided by workers or participants, to improve Amwrelle Cleaning & Home Care Services for future situations.
Investigation reports should include the following:
· Details of findings made
· Copies of all reports and assessments
· Name and position of individual conducting investigation
· When the investigation was done
· What information has been provided to the person affected
· Details of action taken after the investigation
[bookmark: _Toc119404448]Help, Assistance and Support
Amwrelle Cleaning & Home Care Services is required to provide ongoing support for those affected by an incident (where the company/workers are at fault).
Arrangements to ensure their support include but are not limited to:
· Counselling
· Safe place for individuals
· Monitoring of affected individuals
In some cases, management may decide to complete a Quality of Support review, this will address areas such as treatment of affected participants and their families, necessary adjustments, ongoing risk management, and best form of support to seek justice for the affected individuals and/or their families. Furthermore, participants may complain about Amwrelle Cleaning & Home Care Services’ investigation outcomes or facilities, following the Feedback, Compliments and Complaints Policy and Procedure.
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Unfortunately, participants may come across a form of abuse, ranging from sexual abuse to verbal abuse. Amwrelle Cleaning & Home Care Services workers must aim to be vigilant to become aware of any possible abuse of participants. Markers of potential abuse can be as obvious as a participant or worker reporting abuse they have experienced or absorbed. More subtle things to be aware of include, noticing unexplained injuries or stress, behaviour changes or complaints of physical symptoms.
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Ongoing Reporting/Documenting
If an incident has already been reported and new information arises, this should be communicated to the NDIS commissioner immediately by the Operations Manager of Amwrelle Cleaning & Home Care Services.
What the NDIS Commissioner may do with incident reporting:
· Investigate incident
· Insist an internal investigation
· Refer to another service e.g. child protection
· Insist Amwrelle Cleaning & Home Care Services take action
· Request an expert is hired to investigate
· Any other action deemed necessary by NDIS Commissioner
[bookmark: _Toc119404451]Responding to Allegations of Abuse
Amwrelle Cleaning & Home Care Services must ensure that any reporting of abuse is considered crucial and is reviewed immediately by management.
Consequences of abuse can be managed by reacting in the following ways:
· Listening critically to those affected
· Emphasising the fact they were right in informing someone
· Address all support needs
· With approval, inform other services involved with the participant
· Ensuring safety and wellbeing of all
· Include family and advocates
· Discussing with them what can be done to make them feel safer
· Directing individuals to support services e.g. counselling

Regarding incidents surrounding individuals from culturally diverse backgrounds, Amwrelle Cleaning & Home Care Services should encourage the use of an interpreter to ensure clear understanding between all those involved. Moreover, if the participant belongs to a minority, further communication may need to be made with organisations for assistance. Some individuals are hesitant to speak with an interpreter as they do not want their community to hear what has been said. In this case, it is always necessary to please the participant with gender and location of the interpreter; the participant may remain anonymous to the interpreter.
[bookmark: _Toc119404452]Police Department Dealings
Regarding reporting to the police, Amwrelle Cleaning & Home Care Services should aim only to have the participant interviewed by the police to provide the details of the incident. Amwrelle Cleaning & Home Care Services workers are required to ensure any allegations are reported 

to the police immediately. Workers should clarify with the police if the perpetrator should be informed.
During the investigation, Amwrelle Cleaning & Home Care Services workers may need to assist police, especially aiding with communication between the police and the victim. 
[bookmark: _Toc119404453]Liaising with External Organisations
To ensure Amwrelle Cleaning & Home Care Services is providing satisfactory support to participants, workers may contact outsourced support facilities including but not limited to:
· Counselling
· Legal services
· Crisis care
 Sexual abuse can be reported to the following:
1800RESPECT is the national sexual assault, domestic and family violence counselling service.
Call on 1800 737 732
Victoria 
Centres Against Sexual Assault (CASA) online at www.casa.org.au
Call CASA on 1800 806 292
Victorian Women’s Health Services online at www.whv.org.au
Call Victorian Women’s Health Services on 03 9664 9300
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Relevant documents relating to this policy and procedure:
· Incident Management - Incident Report 
· Incident Management - Incident Register
· Incident Management - Incident Investigation Form
· Incident Management - NDIS - Reportable incident - 5 day notification
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Amwrelle Cleaning & Home Care Services may change this policy and procedures from time to time to improve the effectiveness of its operation. Generally, this entire policy will be reviewed in consultation with people using the service, their families, carers and workers every year.
All service planning, delivery, and evaluation activities will include workers, participants, and other stakeholders, and their feedback.
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