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ABOUT THIS DOCUMENT
WE WILL ALWAYS RESPOND TO
AND RESOLVE INCIDENTS. OUR
GOAL IS TO MAKE SURE THAT
YOU ARE HAPPY AND SAFE.

THIS DOCUMENT WILL HELP YOU
TO UNDERSTAND:

HOW TO RECOGNISE AN
INCIDENT 

HOW TO GET HELP

HOW WE RESPOND TO
INCIDENTS

WHAT INFORMATION WE WILL
NEED FROM YOU

 
HOW WE WILL HELP IF YOU
ARE PART OF AN INCIDENT. 

Incident Management Policy

www.ghca.com.au



AN INCIDENT IS WHEN
SOMETHING GOES WRONG. IT
USUALLY MEANS THAT
SOMETHING BAD HAPPENED TO
YOU OR SOMEONE ELSE. 
THERE ARE MANY TYPES OF
INCIDENTS. SOME EXAMPLES
ARE: 

·A PERSON EXPERIENCING HARM
OF ANY TYPE OF HARM OR
ABUSE (SEE ABUSE, NEGLECT
AND EXPLOITATION EASY READ)

LOSS OR DAMAGE OF
PROPERTY

A NEAR MISS THAT COULD
HAVE CAUSED HARM

TAKING THE WRONG
MEDICATIONS

HARMFUL CHANGES TO
USUAL SUPPORT ROUTINES

ILLEGAL ACTIVITIES (E.G.
THEFT OR DRUG USE). 

What is an incident? 
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IF YOU EXPERIENCE AN INCIDENT
OR BELIEVE SOMEONE ELSE MAY
HAVE EXPERIENCED AN
INCIDENT, YOU SHOULD LET US
KNOW. THIS IS CALLED
REPORTING. 
YOU CAN REPORT AN INCIDENT
AT ANY TIME. WE WILL HELP YOU
TO DO THIS. 

FAMILY MEMBERS, ADVOCATES
OR FRIENDS CAN ALSO HELP YOU
TO REPORT AN INCIDENT. 

YOU CAN REPORT AN INCIDENT
BY: 

LETTING A WORKER KNOW
ABOUT THE SITUATION

SENDING AN EMAIL

MAKING A PHONE CALL. 

IF YOU BELIEVE WE DID NOT
SORT OUT THE INCIDENT WELL,
YOU CAN MAKE A COMPLAINT TO
THE NDIS. WE WILL HELP YOU IF
YOU DECIDE TO DO THIS. 

How to get help? 
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ONCE WE KNOW ABOUT AN
INCIDENT WE WILL RESPOND
IMMEDIATELY, IF POSSIBLE. IF WE
CANNOT DO THIS IMMEDIATELY,
WE WILL LET YOU KNOW WHEN
AND HOW WE WILL RESPOND. 

WE WILL MAKE SURE THAT ALL
OUR WORKERS KNOW HOW TO
RESPOND TO INCIDENTS.

LESS SERIOUS INCIDENTS WILL
BE RESOLVED BY US. WE WILL
WORK WITH YOU AND ANY
OTHER PEOPLE INVOLVED. 

WE MIGHT ALSO TELL YOUR
FRIENDS AND FAMILY ABOUT
INCIDENT AND ASK THEM TO
HELP.

How we respond to incidents 
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IF AN INCIDENT IS SERIOUS WE
WILL INVOLVE OTHER
ORGANISATIONS TO HELP US
RESOLVE IT. THIS IS CALLED
ESCALATION. 

DEPENDING ON THE TYPE OF
INCIDENT, WE MIGHT NEED TO
ESCALATE IT BY CONTACTING:

THE NDIS QUALITY AND
SAFEGUARDS COMMISSION
THE POLICE
AN EXTERNAL INVESTIGATOR
OTHER SUPPORT SERVICES
(FOR EXAMPLE, A DOCTOR OR
COUNSELLOR). 

How we respond to incidents 
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https://www.ndiscommission.gov.au/
https://www.ndiscommission.gov.au/


TO RESOLVE AN INCIDENT WE
NEED TO WRITE DOWN WHAT
HAPPENED AND WHAT WE DID TO
HELP. THIS IS CALLED KEEPING
RECORDS. 

TO KEEP GOOD RECORDS WE
WILL NEED TO ASK YOU ABOUT
THE INCIDENT. WE MIGHT ASK
QUESTIONS LIKE: 

WHAT HAPPENED? 
AT WHAT TIME DID IT
HAPPEN? 
WHERE DID IT HAPPEN?
WHO WAS INVOLVED?

IF YOU ARE UNCOMFORTABLE
SHARING INFORMATION WITH US
AT ANY TIME, PLEASE LET US
KNOW. 

RECORDS ABOUT WHAT
HAPPENED WILL BE KEPT FOR AT
LEAST 7 YEARS AFTER THE
INCIDENT. 

What information will we need? 
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WE WILL ALWAYS UPHOLD YOUR
RIGHTS AND ENSURE THAT YOU
ARE SAFE. 

WE WILL GIVE YOU THE HELP
YOU NEED IF YOU ARE AFFECTED
BY AN INCIDENT. 
FOR EXAMPLE: IF YOU ARE
STRESSED BECAUSE OF AN
INCIDENT, WE CAN PROVIDE A
COUNSELLOR WHO WILL HELP
YOU TO FEEL BETTER.

IF NEEDED, WE WILL DISCIPLINE
ANY PEOPLE THAT DID THE
WRONG THING. 
FOR EXAMPLE: IF A WORKER
CAUSED HARM TO YOU OR
OTHERS, THEY WILL NOT WORK
WITH US AGAIN.

WE WILL CHECK THAT WE
RESOLVED THE INCIDENT
PROPERLY. 
IF NEEDED, WE WILL CHANGE
HOW WE DO THINGS TO IMPROVE
OUR SERVICES AND MAKE SURE
THE INCIDENT WILL NOT HAPPEN
AGAIN.

How will we help you? 
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