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NDIS Reportable Incidents Procedure

Koru Care Australia

This procedure establishes how Koru Care Australia identifies, responds to, records, escalates, notifies,
investigates and reviews NDIS reportable incidents, with participant safety, rights, dignity and wellbeing as the

immediate priority.

Document governance

Document owner

Details

Operations Manager / Director

Applies to

Directors, managers, employees, contractors, volunteers, students, agency staff and any person
performing NDIS work for or on behalf of Koru Care Australia.

Service context

All NDIS supports and services delivered by Koru Care Australia, including community support,
transport, personal care, domestic assistance, social support, nursing, yard maintenance and
related administration.

Version 1.0
Status Approved
Effective date 28/07/2026

Review date

28/07/2027, or earlier following a reportable incident, regulatory change, audit finding, identified
control failure or material service change.

Procedure code

KCA-PRO-NRI-001

Worker quick guide

Protect immediately

Make the situation safe, provide first aid or urgent health support, separate people where needed

Immediate requirement

and call Triple Zero (000) if there is immediate danger or a medical emergency.

Report internally now

Notify the Operations Manager or Director immediately by phone. Do not wait until the end of the
shift or until all facts are known.

Record facts

Enter the incident in ShiftCare as soon as practicable and before the end of the shift, unless
emergency circumstances prevent this.

Do not investigate yourself

Preserve evidence, record direct observations and exact words, and avoid leading questions,
blame, confrontation or promises about outcomes.

Support the participant

Listen, reassure, respect communication needs, involve the participant in decisions and offer
access to an advocate, support person, health care and other assistance.

Meet notification deadlines

Most reportable incidents require NDIS Commission notification within 24 hours. Unauthorised
restrictive practice without harm is notified within five business days.

1. Purpose

The purpose of this procedure is to ensure that incidents which are, or may be, reportable to the NDIS Quality and
Safeguards Commission are recognised and managed promptly, consistently and lawfully. It sets out immediate
safety actions, internal escalation, participant support, statutory notification, investigation, corrective action, record
keeping and review requirements.

This procedure forms part of Koru Care Australia's incident management system and supports a culture of
safeguarding, transparency, procedural fairness and continual improvement.
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This procedure applies to all workers and key personnel involved in delivering, managing or overseeing NDIS
supports and services on behalf of Koru Care Australia. It applies whether an incident is witnessed, disclosed,
suspected, alleged or identified through records, complaints, audits, clinical information or another source.

An incident may be reportable even when it occurs outside a rostered shift if there is a sufficient connection with
the supports or services provided by Koru Care. All uncertainty must be escalated to the Operations Manager or
Director for assessment. Workers must not decide that an incident is non-reportable and take no further action.

3. Definitions

Term

Meaning

Reportable incident

An incident or alleged incident occurring in connection with NDIS supports or services that falls
within a category required to be notified to the NDIS Commission.

Participant

A person with disability receiving, or seeking to receive, NDIS supports or services from Koru Care
Australia.

Worker

Any employee, contractor, volunteer, student, agency worker or other person engaged by Koru
Care Australia.

Serious injury

An injury requiring treatment as an inpatient in hospital, or another injury prescribed or treated as
serious under the applicable NDIS requirements.

Abuse

Conduct causing or risking physical, sexual, emotional, psychological or financial harm, including
coercion, exploitation, harassment, intimidation and degrading treatment.

Neglect

A failure to provide necessary care, supervision, protection or support which causes, or could
cause, harm to a participant.

Restrictive practice

A practice or intervention that restricts a person's rights or freedom of movement, including
seclusion and chemical, mechanical, physical or environmental restraint.

Unauthorised restrictive
practice

A regulated restrictive practice not authorised under applicable state requirements, not included in
a current behaviour support plan, or not used in accordance with that plan.

Key personnel

The persons identified as key personnel for Koru Care Australia under NDIS registration
requirements, including the Director where applicable.

Procedural fairness

A fair process that gives affected people an appropriate opportunity to be heard, considers
relevant information impartially and avoids predetermined conclusions.

4. Reportable incident categories

The following incidents, including allegations that they occurred, are reportable when they occur in connection
with the provision of NDIS supports or services:

Category Description

Death

The death of a participant.

Serious injury

A serious injury of a participant.

Abuse or neglect

Abuse or neglect of a participant, including suspected or alleged abuse or neglect.

or assault

Unlawful sexual or physical contact

Unlawful sexual contact, unlawful physical contact or assault of a participant.
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Category

Sexual misconduct

Description

Sexual misconduct committed against, or in the presence of, a participant, including
grooming for sexual activity.

Unauthorised restrictive practice

Use of a restrictive practice that is not authorised, is not in a current behaviour support
plan, or is not used in accordance with the plan.

The threshold is not limited to proven incidents. An allegation, disclosure, reasonable suspicion or incomplete
account must be treated seriously and escalated. Koru Care will not delay safety actions or notification while
waiting for certainty, a criminal charge, a medical conclusion or completion of an internal investigation.

5. Notification timeframes

Deadline

becoming aware

Within 24 hours of Koru Care

Requirement

Death; serious injury; abuse or neglect; unlawful sexual or physical contact or assault;
sexual misconduct, including grooming; and unauthorised restrictive practice where harm
has occurred.

Care becoming aware

Within 5 business days of Koru

Unauthorised use of a restrictive practice where the use has not resulted in harm to the
participant.

hour notification

Within 5 business days after a 24- Further information required by the NDIS Commission, including witness details and

proposed further actions, must be supplied through the required follow-up form.

As information changes

Material new information, changed circumstances and further actions must be provided to
the NDIS Commission as required. A final report must be submitted if requested.

The notification clock begins when Koru Care Australia becomes aware of the incident or allegation, not when
management confirms that it occurred. Internal reporting must therefore occur immediately.

6. Roles and responsibilities

Role

Director / key personnel

Responsibilities

Take all reasonable steps to ensure reportable incidents are notified within statutory timeframes;
provide executive oversight; authorise major controls; ensure cooperation with the NDIS
Commission and other authorities.

Operations Manager

Receive and assess reports; coordinate immediate response; determine reportability with the
Director; submit or oversee notifications; maintain communication, records, investigations,
corrective actions and closure.

Managers / coordinators

Protect participants; escalate immediately; arrange replacement supports and controls; ensure
ShiftCare records are completed; preserve evidence; support participants and workers; implement
directions.

Workers

Make the situation safe; contact emergency services where required; notify management as soon
as possible; provide factual information; preserve evidence; support the participant; comply with
lawful directions and confidentiality requirements.

All persons involved in
review

Maintain privacy, avoid conflicts of interest, cooperate honestly and preserve procedural fairness.
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7. Immediate worker response

1.

2,

Assess immediate danger and make the environment safe without placing yourself or others at unreasonable
risk.

Call Triple Zero (000) where there is immediate danger, serious injury, urgent medical need, suspected crime in
progress or another emergency.

. Provide first aid or follow the participant's emergency, health, behaviour support or safety plan where safe and

appropriate.

. Separate the participant from the alleged source of harm where required, while avoiding unnecessary restraint

or confrontation.

. Notify the Operations Manager or Director immediately by telephone. If the usual contact cannot be reached,

continue through the escalation contacts until a responsible manager is reached.

. Preserve the scene, documents, devices, messages, medication packaging, clothing or other evidence where

safe to do so. Do not clean, alter or dispose of relevant material unless needed to protect health or safety.

. Record factual information in ShiftCare as soon as practicable. Include what was seen, heard, disclosed and

done, together with dates, times, locations and people present.

. Remain available for instructions and support continuity of care without discussing the incident with people who

do not need to know.

8. Responding to a disclosure or allegation

Listen calmly and take the person seriously.

Use the participant's preferred communication method and allow time for them to communicate.
Acknowledge what the person has said without expressing disbelief, blame or judgement.

Ask only open, minimal questions needed to establish immediate safety, such as “Can you tell me what
happened?” and “Are you safe now?”.

Do not conduct an interview, repeatedly question the person, suggest answers or ask why they did not report
earlier.

Do not promise secrecy. Explain that the information must be shared with people who can help keep them
safe.

Record the person's exact words as accurately as possible and distinguish direct observations from
information provided by others.

Ask the participant what support they want, including a trusted person, advocate, interpreter, health
professional or police assistance.

9. Participant safety, support and involvement

Koru Care will place the participant's immediate and ongoing safety, health, wellbeing, rights and preferences at
the centre of the response. Support will be tailored to the person's communication needs, culture, age, decision-
making arrangements, trauma history and circumstances.

urgent medical, psychological, counselling or specialist support;

an independent advocate, interpreter, communication support or trusted support person;

safe accommodation, alternative workers, changed shifts or temporary suspension of particular supports;
information about what has occurred, the steps being taken and how the participant can provide input;
support to contact police, child protection, the NDIS Commission, a complaint body or another authority;
regular wellbeing checks and review of safety controls; and

an apology, explanation, service remedy or other restorative response where appropriate.
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The participant will be involved in incident management and resolution to the greatest extent possible. Their views
must be sought and recorded. A participant's preference not to make a complaint or police report does not
remove Koru Care's mandatory reporting obligations.

10. Management assessment and escalation

On receiving a report, the Operations Manager or Director must promptly:

e confirm immediate safety and arrange any further urgent action;

e identify the participant, incident category, time Koru Care first became aware and applicable notification
deadline;

e consider whether the alleged person responsible has access to the participant or other people at risk;

apply interim controls, which may include removal from duties, changed worker allocation, supervision,

service suspension or preservation of records;

determine which external authorities must be contacted and ensure notifications are made;

appoint an incident lead and establish a secure record of actions and decisions;

consider conflicts of interest and whether an independent investigator or external advice is required; and

arrange participant, family, worker and service-continuity supports.

Where reportability is uncertain, Koru Care will seek advice from the NDIS Commission or obtain appropriate

professional advice without delaying the 24-hour notification deadline.

11. Notification to the NDIS Commission

The Operations Manager or Director is responsible for submitting notifications through the NDIS Commission
Registered Providers Portal. The notification must be accurate, factual and sufficiently complete, while
recognising that initial information may be limited.

Koru Care's identifying and contact details;

a description of the incident or allegation and the impact or harm to the participant;

the known date, time and location;

details of the participant and other people involved;

immediate actions taken to protect health, safety and wellbeing;

whether police or another authority has been notified;

witness information, when known; and

further actions proposed, including investigation and corrective action.

Failure of the portal or lack of complete information does not justify missing a deadline. Management must use
available Commission contact pathways, document attempts and provide outstanding information as soon as
possible.

12. Other external notifications

Authority / person When notification may be required

Contact where a crime is suspected, immediate protection is required, evidence must be secured
Police or police advice is appropriate. Call 000 for emergencies; otherwise use the relevant police
assistance pathway.

Child protection / mandatory Comply with Victorian child protection and mandatory reporting requirements where a child is
reporting involved. Escalate immediately and seek advice where the threshold is uncertain.
WorkSafe Victoria Notify a notifiable workplace incident where required and preserve the incident site subject to

emergency and safety needs.
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Authority / person When notification may be required

Comply with death, clinical, public health or other statutory reporting requirements where

Coroner / health authorities .
applicable.

Assess and respond to eligible data breaches under applicable privacy law and Koru Care

Privacy regulator or affected people procedures.

Funding body, guardian, nominee or | Notify where lawful, required and safe, taking account of participant consent, decision-making
authorised representative arrangements and investigation needs.

Reporting to one authority does not replace reporting to another. All external notifications, advice received and
reference numbers must be documented.

13. Participant death

Any participant death occurring in connection with Koru Care supports or services must be escalated immediately
and treated as a 24-hour reportable incident. Management must protect dignity, call emergency services where
appropriate, preserve the scene and records, support other participants and workers, and avoid making
assumptions about cause or preventability.

The NDIS Commission notification is required even where the death appears natural or expected, if it occurred in
connection with the provision of supports or services. Other requirements may include police, coroner, health-
service, guardian, family and workplace notifications depending on the circumstances.

14. Serious injury, abuse, neglect and assault

Immediate clinical care and protection take priority. The alleged person responsible must not be permitted
unsupervised access to the participant or others at risk while the matter is assessed. Management must consider
whether other participants may have been affected and whether a broader safeguarding review is required.

Allegations against a worker must be managed without presuming guilt or innocence. Interim action is a safety
measure and must be proportionate, confidential and consistent with employment obligations and procedural
fairness.

15. Sexual misconduct and grooming

Sexual misconduct includes conduct against, or in the presence of, a participant and grooming for sexual activity.
Responses must be trauma-informed and avoid unnecessary repetition of the participant's account. The
participant must be offered appropriate specialist, medical, forensic, advocacy and police support. Evidence such
as messages, call records, images and online communications must be preserved.

16. Unauthorised restrictive practices

Koru Care does not permit workers to use unauthorised restrictive practices. Any use, suspected use or allegation
must be stopped where safe, escalated immediately, recorded and assessed for participant harm.

e Where harm occurred, or may have occurred, notify the NDIS Commission within 24 hours.

e Where no harm occurred, notify within five business days.

e Review whether the practice was contained in a current behaviour support plan, had required Victorian
authorisation and was implemented exactly as authorised.

e Obtain medical attention and review the participant for physical or psychological effects.

¢ Notify the behaviour support practitioner and other authorised parties where required.
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e Implement measures to prevent recurrence, including worker direction, training, plan clarification, service
changes and increased oversight.
e Continue any separate monthly reporting required for authorised regulated restrictive practices.

17. Evidence preservation and documentation

Records must be factual, contemporaneous and secure. Workers must not alter original notes, delete messages,
overwrite electronic records, dispose of medication or equipment, or discuss evidence in a way that contaminates
accounts.

Record dates and exact times, including when the incident occurred, was discovered and was reported.

Identify who was present and the source of each item of information.

Use direct quotations for important disclosures and avoid conclusions not supported by facts.

Photographs or recordings may only be taken where lawful, necessary, respectful and authorised by

management.

e Preserve relevant rosters, case notes, progress notes, medication records, GPS or vehicle information,
communications, training records, plans and risk assessments.

e Keep incident information separate from routine discussion and restrict access to authorised persons.

18. Investigation and review

An investigation may be directed by Koru Care, the NDIS Commission or another authority. Its purpose is to
establish facts, causes, impact, system contributors and required corrective actions, not merely to identify
individual fault.

define the scope, investigator, authority and reporting timeframe;

manage conflicts of interest and consider an independent investigator for serious or complex matters;
coordinate with police or regulators so internal action does not compromise an external investigation;

give affected people procedural fairness and a reasonable opportunity to respond;

consider work design, staffing, supervision, communication, training, culture, plans, equipment, environment
and management systems;

identify whether similar risks exist for other participants or services; and

e document findings, evidence, decisions, corrective actions and responsibility for completion.

19. Corrective action and service improvement

Corrective actions must address immediate and systemic risks. Depending on findings, actions may include:

changes to participant plans, risk assessments, communication profiles or support arrangements;

staffing changes, supervision, competency reassessment, training or disciplinary processes;

changes to policies, procedures, technology, equipment, environmental controls or contractor arrangements;
additional safeguards, auditing, monitoring or management review;

notifications to other participants or stakeholders where a broader risk is identified;

complaint resolution, apology, remediation or restorative action; and

addition of actions to the quality improvement register and organisational risk register.

Actions must have an owner, due date and method for checking effectiveness. An incident must not be closed
merely because the Commission notification has been submitted.
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20. Communication, privacy and confidentiality

Information will be shared only with people who have a lawful and legitimate need to know. Koru Care will protect
participant privacy while recognising that mandatory reports and safety actions may require disclosure without
consent.

Workers must not post, message, speculate or discuss an incident socially or with unrelated staff, clients or
community members. Media and public enquiries must be referred to the Director. Records must be securely
stored and access controlled.

21. Support for workers and witnesses

Koru Care recognises that reportable incidents can be distressing. Workers and witnesses may be offered
debriefing, supervision, wellbeing support, adjusted duties or referral to external assistance. Debriefing must not
be used to coordinate accounts or replace a formal investigation interview.

No person will be victimised for making a good-faith report, assisting an investigation or raising a safeguarding
concern. Knowingly false or deliberately misleading reports may be addressed through appropriate processes, but
uncertainty or an unsubstantiated allegation is not by itself evidence of wrongdoing by the reporter.

22. Records and retention

ShiftCare is the primary operational record for participant incidents. Supporting documents, Commission forms,
correspondence, evidence, investigation records and corrective actions must be stored in the approved secure
location with access limited to authorised personnel.

Reportable incident records must be retained for at least seven years from the day the record is made, or longer
where required by another law, legal hold, contract, investigation or Koru Care retention schedule. Records must
remain complete, legible, traceable and protected against unauthorised alteration or deletion.

23. Monitoring and governance

The Operations Manager and Director will monitor reportable incidents, allegations, near misses and safeguarding
concerns for trends. Governance review will consider timeliness, participant support, recurring causes,
effectiveness of controls, overdue actions, training needs and whether risks exist across other services.

De-identified learnings will be shared with workers where appropriate. Serious or systemic risks will be added to
the organisational risk register and quality improvement system.

24. Training and worker awareness

All relevant workers will receive induction and ongoing training through NGO Training Centre, BrightSafe, internal
Koru Care education or another approved provider. Training will address:

recognising reportable incident categories and allegations;

immediate safety, emergency and internal escalation actions;

responding to disclosures and trauma-informed communication;

preserving evidence and writing objective records;

participant involvement, advocacy and supported decision-making;
restrictive practice boundaries and escalation;

privacy, procedural fairness and protection from victimisation; and

NDIS Commission notification timeframes and management responsibilities.
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25. Related Koru Care documents

Incident Management Policy and Procedure

Risk Management Policy and Procedure

NDIS Safeguarding Policy and Procedure

Restrictive Practices and Behaviour Support Policy and Procedure
Complaints Management Policy and Procedure

Work Health and Safety / Occupational Health and Safety Policy
Privacy and Confidentiality Policy

Emergency and Business Continuity Procedures

Code of Conduct

Child Safety and Mandatory Reporting Procedure, where applicable

26. Legislative and regulatory framework

e National Disability Insurance Scheme Act 2013.

e National Disability Insurance Scheme (Incident Management and Reportable Incidents) Rules 2018.
NDIS Practice Standards and Quality Indicators, including incident management and provider governance
requirements.

NDIS Code of Conduct.

National Disability Insurance Scheme (Restrictive Practices and Behaviour Support) Rules 2018.
Occupational Health and Safety Act 2004 (Victoria) and applicable regulations.

Privacy Act 1988 and Australian Privacy Principles, where applicable.

Children, Youth and Families Act 2005 (Victoria), Child Wellbeing and Safety Act 2005 (Victoria) and
mandatory reporting requirements, where applicable.

e Coroners Act 2008 (Victoria), health legislation and other reporting laws relevant to the incident.

27. Staff acknowledgement

| acknowledge that | have read and understood this NDIS Reportable Incidents Procedure. | understand that |
must act immediately to protect safety, report suspected or alleged reportable incidents without delay, preserve
evidence, maintain confidentiality and follow Koru Care directions and reporting requirements.

Name Signature Date

28. Review history

Version Date Summary of changes Approved by

Procedure adapted to Koru Care Australia and expanded to cover current NDIS
reportable incident categories, statutory timeframes, participant support, evidence
preservation, external notifications, investigations, restrictive practices, corrective
action and governance.

1.0 28/07/2026 Director
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29. Reference sources used for this procedure

Source

Supplied NDIS Reportable Incidents Procedure
guide

Relevance

Core procedure concepts, worker and management response, participant support,
investigation, review and record-keeping requirements.

NDIS Quality and Safeguards Commission:
Reportable incidents

Current categories, 24-hour and five-business-day notification timeframes, portal
forms and follow-up requirements.

NDIS Quality and Safeguards Commission:
Incident management

Required incident-management procedures, participant involvement, support,
investigation and corrective action.

NDIS Incident Management and Reportable
Incidents Rules 2018

Legislative duties of workers and key personnel, reportable incident categories,
notification, updates, final reports and record keeping.

NDIS Commission restrictive practice guidance

Reporting requirements for unauthorised restrictive practices and distinction from
monthly reporting of authorised practices.

10
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Appendix A - Immediate Reportable Incident Response

Step

Required action

1. Make safe

Stop the hazard, protect the participant and others, provide first aid and call 000 where required.

2. Escalate immediately

Telephone the Operations Manager or Director. Continue through escalation contacts until a
responsible manager is reached.

3. Support the participant

Listen, reassure, meet communication needs, offer advocacy and arrange medical or specialist
support.

4. Preserve evidence

Protect the scene and relevant records. Do not investigate, confront, delete, clean or alter evidence
unless safety requires it.

5. Record facts

Complete the ShiftCare incident record as soon as practicable, using objective observations and
exact words.

6. Assess and notify

Management determines reportability and submits the Commission notification within 24 hours or five
business days as applicable.

7. Apply safeguards

Remove ongoing access to harm, adjust supports, notify other authorities and protect others who
may be at risk.

8. Investigate and improve

Complete required review, corrective actions, participant communication, Commission updates and
effectiveness checks.

Appendix B - Initial Management Checklist

Check Status Notes / action
Immgdiate safety confirmed and emergency services contacted where Yes / No
required

Participant medical, communication, advocacy and support needs addressed | Yes/No
Operations Manager / Director notified and time of awareness recorded Yes / No
Reportable category and statutory deadline identified Yes / No
Alleged source of harm separated or access controlled Yes / No
Evidence, records and scene preserved Yes / No
ShiftCare incident report completed or alternative record commenced Yes / No
NDIS Commission portal notification submitted Yes / No/ N/A
Police, child protection, WorkSafe or other authority considered Yes / No/N/A
Participant / representative communication plan documented Yes / No
Investigation lead and corrective actions assigned Yes / No
Follow-up and final reporting dates diarised Yes / No

11
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