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[bookmark: _Toc133763601]PP 11 - Incident Management Policy
POLICY STATEMENT
Transpiral Wellbeing is committed to responding appropriately to incidents and learning from them to reduce the likelihood of incidents reoccurring. We are also committed to meeting our obligations under the NDIS Act 2013, its associated rules and practice standards and relevant state and territory work, health, and safety requirements.   
An incident is an undesirable event that could negatively impact the well-being and safety of our participants, employees, students, volunteers, and visitors. An incident can include unexplained injuries where the cause is not immediately obvious.
SCOPE
This policy applies to all employees, contractors, students, and volunteers across our all services and locations.
[bookmark: _Toc57989813]PURPOSE
These procedures provide employees with an effective, standardised system of reporting and managing incidents. It also tells management about problems so that work practices can be reviewed to reduce the likelihood of the incident happening again.
This procedure provides:
guidance to our employees to effectively manage and respond to incidents
means of quickly identifying unmet needs for extra support or training
mechanisms to indicate developing patterns of incidents, which may necessitate a change in work practices to better safeguard our participants and staff, and
guidance on recording the incident in case later reference is needed.
[bookmark: _Toc57989814]RESPONSIBILITIES
The following specific responsibilities apply:
	
	Responsibility

	Reporting Incidents
First point of contact to report an incident
	All employees
Managing Director

	Enter the incident on the incident register
	Managing Director

	Authorised Reportable Incidents Notifier
	Managing Director

	Authorised Reportable Incidents Approver
	Managing Director

	Internal incident investigation 
	Managing Director

	Incident closure
	Managing Director

	Incident monitoring
	Managing Director
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PRINCIPLES OF GOOD INCIDENT MANAGEMENT AND RESOLUTION
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Source: NDIS Quality and Safeguards Commission
PROCEDURE
When an incident, including a near miss, or accident occurs employees must:
Ensure the immediate safety of participants and other employees and provide First Aid if required.
Call 000 - if required (Police, Fire, Ambulance) – refer to Emergency Management policy and procedure.
If the incident is a Category 1 or 2 incident, notify the Managing Director by phone or email as soon as is practicably possible and no later than 2 hours following the incident occurring. Failure to notify may result in disciplinary action.
If the incident is a Category 1 or 2 incident immediately notify the person’s primary family contact or carer/guardian.
If the incident is a Category 3 incident notify the Managing Director by phone or email within 24 hours of the incident occurring.
Complete an Incident Report within 24 hours of all Category 1, 2, 3 incidents or near miss and submit it to the Managing Director via email.
If the incident is a Reportable Incident under the NDIS Restrictive Practices and Behaviour Support Rules, the authorised reportable incident approver is responsible for ensuring the incident is reported to the NDIS Commission and the authorised reportable incident notifier will collate and report the required information.
Note the timeframes described above apply to any incidents that occur outside of normal business hours.
[bookmark: _Toc57989816]INCIDENT CATEGORIES
Category 3 incidents  
Minor injury to a participant and/or their carer – First Aid not required.
Minor injury to an employee – First Aid not required.
Verbal abuse.
Minor property damage. 
Category 2 incidents
Injuries to employees requiring First Aid.
Injuries to participants and/or carers requiring First Aid.
Significant property damage.
Category 1 incidents  
Serious injury to employees requiring medical treatment/hospitalisation.
Serious injury to participants and/or carers requiring medical treatment/hospitalisation.
All incidents that are considered NDIS reportable incidents.
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.
CAUSES OF INCIDENTS
Note that incidents can occur due to a range of factors. This may include, but is not limited to:
Injuries sustained to participants or workers during support provision.
Office-based work injuries.
Injuries caused by bullying, harassment, or abuse.
Injuries relating to the use of hazardous materials such as chemicals and sharps etc.
Manual handling injuries.
Slips, trips, and falls.
Infectious diseases.
Data breaches.
Unexplained injuries.
[bookmark: _Toc57989817]INVESTIGATION AND ASSESSMENT OF INCIDENTS
Following the incident, the Managing Director will complete an assessment with regard to the following considerations: 
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 regulatory bodies need to be notified of the incident.
The Managing Director 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 Managing Director will record the outcome of their assessment on the Incident Report form.
[bookmark: _Toc57989818]Process for 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. Caution must be taken to ensure that evidence is not contaminated. The nature of the incident should be clarified using who, what and where questions only and the allegation or incident must be documented in the words used by the reporter/witness.
Process for conducting internal and external investigations: 
Category 2 and most Category 3 incidents: internal investigation by the Managing Director or delegated employee. 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. 
Category 1 and all reportable incidents involving assault, sexual assault and/or hospitalisation of a participant: an external investigation is required conducted by an appropriately qualified investigator. 
If police are involved, an internal investigation should not commence until the police have completed their inquiries.  
Refer to the NDIS Commission’s NDIS Procedural Fairness Guidelines while conducting any investigation into an incident.
Note: any incident or allegation involving the Managing Director must be referred to an appropriately qualified and experienced investigator to avoid any potential conflict of interest.
[bookmark: _Toc57989819]SUPPORT TO PARTICIPANTS
If a participant is injured while receiving services from us, employees must ensure that they receive medical attention appropriate to the severity of the injury. 
In the event of a serious incident e.g., assault, staff should offer counselling to affected participants.
The Managing Director will invite participants to be involved in the management of the resolution of the incident and this will be recorded in the Managing Director’s report: post-incident review section on the Incident Report template.  
If an incident or allegation is related to a child or young person, their parents will be advised of the incident or allegation, and investigation outcome.
[bookmark: _Toc57989820]NOTIFYING THE NDIS QUALITY AND SAFEGUARDS 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 for reporting
Most reportable incidents must be notified to the NDIS Commission within 24 hours of a provider’s key personnel being made 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, and
what, if any, changes are required to prevent further similar events occurring.
The Commission must be notified using the following process:
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 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
A final report may be required to be submitted. When this is the case, the NDIS Commission will notify via email and advise the date this is due. If Transpiral Wellbeing is required to submit a final report, we will have access to the final report fields on the NDIS Commission Portal for that incident.
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. For further information including hints and tips, please refer to this link: Reportable Incidents Frequently Asked Questions.
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.
The name, position and contact details of the person making the record of the incident.
[bookmark: _Toc57989821]All records must be kept for seven years from the day that the record is made.
Incidents involving other participants
Incidents involving other participants e.g., where a participant has been impacted by the actions of another participant will be managed by:
Asking the person impacted by the other participant their service delivery preferences. For example, the participant may ask that they do not receive services at the same time as the person who caused the incident.
Documenting the outcome of any discussion with the participant impacted and amending their support plan as necessary.
Note: where a participant has caused harm to another participant (and has been confirmed following an investigation), and where this cannot be mitigated through behaviour support strategies, consideration will also be given to changing the service delivery model to ensure the two participants do not come into contact with each other, or ceasing the service agreement with the participant who was responsible for the incident as a last resort where participants cannot be separated. 
SAFEWORK - NOTIFIABLE INCIDENT REPORTING     
In South Australia You must report:
· fatalities
· serious injuries and illnesses
· dangerous incidents
· cases of COVID-19, if it can be reliably attributed to a workplace exposure; and results either in
the person receiving treatment as an in-patient in hospital; or
death.
For more information refer: https://www.safework.sa.gov.au/notify/workplace-incident-notifications	
[bookmark: _Toc57989823]AVAILABILITY OF RECORDS	
Transpiral Wellbeing commits to making our records available to auditors as part of our quality assurance process will and contribute to NDIS Commission and/or SafeWork South Australia investigations relating to incidents.
RELATED DOCUMENTS
NDIS Incident Management and Reportable Incidents Rules (2018).
Incident Report form.
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Principle  Descrip tion  

 Centred on people  with disability  Management of an incident is respectful of, and responsive to, a  person with disability’s preferences, needs and values while supporting  the person’s safety and wellbeing.  

 Outcome focussed  Management of  an incident should reveal the factors which  contributed to the incident occurring, and seek to prevent incidents  from reoccurring .  

 Clear,  s imple and  c onsistent  The process for dealing with incidents is easy to understand, accessible   and consistently applied.  

 Accountable  Providers are responsible for appropriately managing the response to  incidents. Everyone involved in the management of an incident  understands their role and responsibilities, and will be accountable for  decisions  or actions taken in regard to an incident.  

 Continual  improvement  The incident management process facilitates the ongoing identification  of issues and implementation of changes to improve the quality and  safety of NDIS supports and services.  

 Proportionate  The nature of any investigation or actions following an incident will be  proportionate to the harm caused and any risk of future harm to a  person with disability.  
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