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Incident Management Policy 

Statement 

An incident is an unwanted event that could adversely impact the well-being and safety of clients and 

providers. Supports for ME works to provide effective management of incidents in accordance with 

obligations under the NDIS Act 2013, its associated rules and practice standards. 

 

Purpose 

These procedures provide an effective, standardised system of reporting and managing incidents. It 

also informs work practices so they can be reviewed to reduce the likelihood of the incident 

repeating. 

 

This policy will: 

• Op Provide means of quickly identifying unmet needs for extra support or training 

• Provide a picture of developing patterns of incidents, which may necessitate a change in work 

practices in order to better safeguard our clients and employees 

• Provide a record of the incident in case later reference is needed. 

Responsibilities 

Supports for ME is responsible for implementing this policy. The provider is responsible for 

monitoring and responding to incidents and for ensuring that incident reports are completed and 

logged on the incident register. The provider is also responsible for reviewing incidents to identify 

patterns or issues that may require a review of policies and/or change in work processes and 

practices. 

Procedure 

When an accident occurs we must: 

• Ensure the immediate safety of clients and bystanders and render First Aid if required 

• Call 000 – if required (Police, Fire, Ambulance) – refer to Responding to Emergencies 

procedure 

• If the incident is a Category 1, 2, or 3 incident, the provider will document the incident as 

soon as is practicably possible and no later than 24 hours following the incident occurring 

• Immediately notify families, carers and guardians of a Category 1 or 2 incident and if a client 

is injured 

• If required, notify the NDIS Commission (refer below). 

 

 

Incident Categories 

Category 3 incidents 

• Minor injury to a client and/or their carer – First Aid not required 

• Minor injury to an employee – First Aid not required 

• Verbal abuse 

• Minor property damage 
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Category 2 incidents 

• Injuries to employees requiring First Aid 

• Injuries to clients and/or carers requiring First Aid 

• Significant property damage 

 

Category 1 incidents 

• Serious injury to employees requiring medical treatment/hospitalisation 

• Serious injury to clients and/or carers requiring medical treatment/hospitalisation 

• any incident involving the police, fire or ambulance services 

• Events with health and safety implications, e.g. fire hazards such as the storage of chemicals 

or an attempted break and enter 

• Events that may be of significant interest to the media. 

 

Investigation and Assessment 

Following the incident, the provider will complete an assessment with regard to the following issues: 

• whether the incident could have been prevented 

• how well the incident was managed and resolved 

• what, if any, remedial action needs to be undertaken to prevent further similar incidents from 

occurring, or to minimise their impact, and 

• whether other persons or bodies need to be notified of the incident. 

 

The provider will also consider the outcome of the assessment to determine what further action 

should be taken, which could include: 

• Providing ongoing support to impacted people with disability and/or ensuring the ongoing 

wellbeing and safety of impacted people with disability 

• Identifying and implementing practice improvement measures 

• Notifying the NDIS Commissioner and/or other bodies or agencies, if appropriate 

• Undertaking further investigations 

• Identifying and taking corrective action to prevent a reoccurrence of incidents, or 

• Deciding that no further action is necessary. 

• The provider will document the outcome of the assessment. 

 

Initiating and Conducting Investigations 

In some circumstances it may be necessary to conduct a more formal investigation to establish the 

cause of a particular incident, its effect and any operational issues that may have contributed to the 

incident occurring. 

 

Process for conducting internal and external investigations: 

Category 2 and most Category 3 incidents: internal investigation by the provider as described in this 

document. 

The approach, process undertaken, findings and recommendations of the internal investigation will be 

documented in a way that is proportionate to the severity of the incident. 

 

If police are involved, an internal investigation should not commence until the police have completed 

their inquiries. 
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Category 1 incidents involving assault, sexual assault and/or hospitalisation of a client: external 

investigation conducted by an appropriately qualified investigator. Refer to the NDIS Commission’s 

NDIS Procedural Fairness Guidelines during the course of conducting any investigation into an 

incident. 

 

Client Support 

If a client is injured while receiving services from us, the provider must ensure that they receive 

medical attention appropriate to the severity of the injury 

In the event of a serious incident e.g. assault the provider should offer counselling to affected 

clients. 

The provider will invite clients to be involved in the management of the resolution of the incident and 

this will be recorded in the provider’s documentation. 

 

Notifying the NDIS Quality and Safeguard Commission 

Incident notification to the NDIS Commission 

Registered providers must report to the NDIS Commission serious incidents (including allegations) 

arising in the context of NDIS supports or services, including: 

• the death of an NDIS participant 

• serious injury of an NDIS participant 

• abuse or neglect of an NDIS participant 

• unlawful sexual or physical contact with, or assault of, an NDIS participant 

• sexual misconduct committed against, or in the presence of, an NDIS participant, including 

grooming of the NDIS participant for sexual activity 

• the unauthorised use of a restrictive practice in relation to an NDIS  

participant. 

 

Timeframes and Reports 

Most reportable incidents must be notified to the NDIS Commission within 24 hours of a provider 

becoming aware of it, with a more detailed report about the incident and actions taken in response to 

it to be provided within 5 business days. 

The unauthorised use of restrictive practice must be notified to the NDIS Commission within 5 

business days of a provider’s key personnel being made aware of it. If there is harm to a participant, 

it must be reported within 24 hours. 

A final report may also be required within 60 business days of submitting the five-day report. The 

NDIS Commission will advise providers whether a final report is required. 

 

In all cases, the following must be assessed: 

• The impact on the NDIS participant 

• Whether the incident could have been prevented 

• How the incident was managed 

• What, if any, changes are required to prevent further similar events occurring. 

 

The Commission must be notified using the following forms: 

• Reportable incident – immediate notification: Reportable Incident – Immediate Notification 

https://www.legislation.gov.au/Details/F2018N00155
https://www.legislation.gov.au/Details/F2018N00155
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• Reportable incident – 5-day notification: Reportable Incident – 5-day notification form 

 

Once a form is completed, email it directly to the NDIS Commission at: 

reportableincidents@ndiscommission.gov.au. 

 

Further guidance on responding to reportable incidents is contained in the NDIS Commission’s 

Reportable incidents guidance for providers document: NDIS Commission Draft Reportable Incidents 

Guidance for Providers 

 

Minimum Record Keeping Requirements 

 

Under the NDIS Incident Management requirements, for each incident, registered NDIS providers 

must record, at a minimum, the following details: 

• A description of the incident, including the impact on, or harm caused to, any person with 

disability 

• Whether the incident is a reportable incident 

• If known, the time, date and place at which the incident occurred or if not known, the time, 

date and place at which the incident was first identified 

• The names and contact details of the persons involved in the incident and any witnesses to it 

• The actions taken in response to the incident, including action taken to support or assist a 

person with disability impacted by an incident 

• If an investigation is undertaken by the provider in relation to the incident —the details and 

outcomes of the investigation, and 

• The name, position and contact details of the person making the record of the incident. 

• All records must be kept for seven years from the day that the record is made. 

 

Availability of Records 

Supports for ME commits to making records available to auditors as part of the quality assurance 

process and will contribute to NDIS Commission investigations relating to incidents. 

 

Further Information 

For further information on this policy contact Melissa Evans at Supports for ME 

melissa@supportsforme.com.au  

mailto:reportableincidents@ndiscommission.gov.au
https://www.ndiscommission.gov.au/document/596
https://www.ndiscommission.gov.au/document/596
mailto:melissa@supportsforme.com.au

