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1. Policy statement 

The National Injury Insurance Scheme Queensland (NIISQ) Agency upholds the right of all NIISQ participants to 
be free from violence, abuse, neglect and exploitation and for quality services to be delivered in a way that 
respects culture, identity and self-determination. 

The Incident and Reportable Incident Policy is one of the safeguards the NIISQ Agency (the Agency) adopts to 
prevent and respond to adverse incidents for participants in connection with NIISQ funded services. 

Effective incident management supports early identification and effective mitigation of risks to a participant 
receiving funded services. Service providers are expected to have internal incident management systems in 
place. 

Some incidents are deemed reportable incidents. Service providers are expected to notify the Agency of all 
incidents that meet the threshold of a reportable incident. 

The process and procedure for reportable incidents support an appropriate and timely response to participants 
when there are significant adverse events in connection with a service funded by the NIISQ. Significant adverse 
events under this policy include death, serious illness or injury, abuse, neglect and exploitation of a NIISQ 
participant. 

Refer to Table One for Definitions related to this Policy. 

1.1 Background 

Under the National Injury Insurance Scheme (Queensland) Act 2016 necessary and reasonable treatment, care 
and support is funded for people who have sustained an eligible serious personal injury in a motor vehicle 
accident in Queensland, on or after 1 July 2016. The NIISQ is administered by the Agency who works directly 
with participants and makes decisions about funding treatment, care and support services. The Agency 
endeavours to respect, protect and promote human rights in decision-making and actions. 

General principles under the National Injury Insurance Scheme (Queensland) Act 2016 include participants 
being given the opportunity to take part in decision-making, exercise choice and control and have their dignity 
and rights respected. Participants should be afforded the dignity to make decisions about their own lives, 
recognising that some participants have formal and informal arrangements in place to support their decision-
making. 

The NIISQ Quality and Safeguarding Framework includes a set of principles and processes that are put into 
place to keep participants safe while effectively promoting good quality treatment, care and support services 
(Link to Safeguarding Policy). The Incident and Reportable Incident Policy is one of the mechanisms that the 
Agency implements to make sure that incidents impacting on participant safety, in connection with NIISQ’s 
funded service delivery, are being managed in a timely and appropriate manner. 

The Agency recognises that service providers are often also registered providers under the National Disability 
Insurance Scheme (NDIS). To reduce the burden and complexity of various forms of reporting for service 
providers, the Agency has aligned reportable incident categories with reportable incidents under the National 
Disability Insurance Scheme Rules 2018. The descriptions for each category are informed by research, including 
the definitions adopted by the Royal Commission into Violence, Abuse, Neglect and Exploitation of People with 
Disability, the NDIS Quality and Safeguards Commission, and the Aged Care Quality and Safety Commission.  

Legislation and documents relevant to the Incident and Reportable Incident Policy can be found in Appendix A. 

The Agency’s arrangements with Queensland Health Hospital and Health Services are not included in this policy. 

1.2 Scope 

The Incident and Reportable Incident Policy applies to incidents that: 

 Involve a NIISQ participant 

 Involve any treatment, care and support services funded by the Agency 

 Are ‘in connection with’ service delivery. 
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Death of a participant.  

The NIISQ Agency requires service providers to report the death of a participant to the Agency, irrespective of 
how it occurred.  

1.3 When incidents are ‘in connection with’ service delivery 

Incidents that happen ‘in connection with’ service delivery are incidents that occurred or are alleged to have 
occurred: 

 During service delivery. 

 Because of NIISQ funded services that were delivered. 

 Because a NIISQ funded service was not delivered or was not delivered as agreed. 

2. Purpose 

The purpose of the Incident and Reportable Incident Policy is to describe how the Agency, and service providers 
work together to identify and respond to incidents impacting the safety and health of participants with intent to: 

 Empower, support and protect participants 

 Provide clear expectations for service providers and the Agency’s staff 

 Promote a proactive and collegiate engagement with service providers, valuing and appreciating the work 
that they do. 

The Incident and Reportable Incident Policy includes a: 

1. Requirement for service providers to maintain an incident management system 

2. Requirement for service providers to notify the Agency when a reportable incident occurs 

3. NIISQ process for monitoring reportable incidents. 
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Table One: General terms and definitions 

Term Details 

Exploitation Exploitation is when a person takes advantage of someone else. This could include 
improper use of another person or the improper use of or withholding of another person’s 
assets, labour, employment or resources including taking physical, sexual, financial or 
economic advantage.1  

Incident Near miss occurrences, acts, events and omissions that have put at risk the safety and 
health of a participant, and any other person, in connection with the delivery of NIISQ 
funded services. This includes the exploitation of participants. 

Incident 
Management 
System 

A system to identify and manage near miss occurrences, acts, events and omissions that 
have put at risk the safety and health of a participant and any other person. 

Neglect A failure to provide necessary care, aid or guidance to a participant who needs it 2 
including deprivation of the necessities of life such as food, drink, shelter, access, 
mobility, clothing, education, medical care and treatment.3  

NIISQ National Injury Insurance Scheme Queensland. 

Participant An eligible participant under the National Injury Insurance Scheme (Queensland) Act 
2016. 

Registered 
Provider 

An entity which is registered in the register of providers as a provider of the service, as 
required by the NIISQ Act and Regulation. 

Reportable 
Incident 

Significant adverse acts or events involving a NIISQ participant, that occurred or are 
alleged to have occurred, in connection with the provision of treatment, care and support 
services by a NIISQ funded service provider. Significant adverse events include death, 
serious illness or injury, abuse, neglect and exploitation of a NIISQ participant. 

Service Provider Provider of treatment, care and support that is approved or funded for a participant by the 
NIISQ Agency. 

The Agency The Agency that administers the National Injury Insurance Scheme Queensland. 

Violence and 
Abuse 

Violence and abuse cover a range of behaviours towards people with a disability. These 
could include assault, sexual assault, constraints, restrictive practices (physical and 
chemical), forced treatments, forced interventions, humiliation and harassment, financial 
and economic abuse and significant violations of privacy and dignity on a systemic or 
individual basis.4 

 
 

 

 

 

 
1 Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability. (2020). Issues Paper: Violence and abuse of 
people with disability at home. 
2 National Disability Services. (2022). Understanding Abuse.   
3 Disability Royal Commission (2022). Key Terms – Violence, abuse, neglect and exploitation.  
4 Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability. (2021). 
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3. Objectives 

The objectives of this policy are: 

 Service Providers take appropriate and timely action to manage risks to participant health and safety in 
connection with service delivery. 

 Service providers notify the Agency of reportable incidents. 

 Service providers appropriately engage with participants, their family and legal guardians to understand and 
respond to reportable incidents and communicate the outcomes of any investigations. 

 The Agency monitors and reviews the response of service providers to reportable incidents. 

 Data and information about incidents are used to identify trends and system improvements. 

4. The principles 

The general principles of the NIISQ Act (s59) directly applicable to this policy are: 

 Participants in the scheme should be assisted to set and achieve individual goals. 

 Participants should be supported to maximise independence, participation in the community and 
employment. 

 Participants should be encouraged, and given the opportunity, to take part in decision-making and exercise 
choice and control. 

 The dignity and rights of participants are to be respected. 

 Identifying effective treatment, care and support for a participant requires collaboration and open 
communication between the participant, the Agency, the participant’s family and caregivers, and service 
providers. 

 The level of treatment, care and support is to be evidence-based, reflect community expectations and 
provide value for money. 

 The operation of the scheme is managed so that it is financially sustainable.  

5. Incident management system 

Effective Incident Management Systems inform the continuous improvement of developmental and preventative 
safeguards at an individual and service level.  

Service providers are required to maintain an incident management system that records the identification and 
management of near miss occurrences, acts, events and omissions that have put at risk the safety and health of 
a participant, and any other person, in connection with the delivery of NIISQ funded services.   

It is expected that a service provider’s incident management system is: 

 In accordance with their regulatory obligations   

 Proportionate to the size and complexity of their business.  

A service provider’s incident management system is required to include: 

 An incident management policy and procedures, outlining clearly defined roles and responsibilities in 
identifying, responding to and managing incidents. 

 Information for participants, carers and those engaged in support about the incident management system.  

 Regular staff induction and training which facilitates the prevention of abuse, neglect and exploitation of 
participants. 
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 An escalation process for reportable incidents which informs relevant authorities as required by law, and 
notifies the Agency.  

 Methodology for assessment, investigation, and review of incidents. 

 Processes for monitoring and closing incidents, communicating, recording and applying learnings to service 
improvement. 

 Management of information related to the incident to align with obligations for privacy and confidentiality. 

When implementing the incident management system, the service provider must apply sound judgement and act 
to: 

 Manage service delivery appropriately to prevent recurrence of risk or deterioration of safeguards. 

 Involve the participant in decisions and actions related to their service delivery and their lives. 

 Identify and take opportunities for service improvement. 

 Raise directly with the Agency Support Planner any potential need to review the care and support needs of a 
participant due to new and emergent risks to the participant’s safety, health and well-being.  

6. Reportable incidents  

A system for reportable incidents is a corrective safeguard. Information identified through reportable incidents 
contribute to service and system improvement. 

NIISQ reportable incidents are significant adverse acts or events involving a NIISQ participant, that occurred or 
are alleged to have occurred, in connection with the provision of treatment, care and support services by a 
registered or funded service provider.  

Significant adverse acts or events reportable to NIISQ are: 

 Death 

 Injury or illness requiring hospitalisation,  

 Neglect  

 Any form of psychological, physical, sexual and financial abuse 

 The use of a restrictive practice in the absence of a positive behaviour support plan. 

The Agency requires service providers to report the death of a participant to the Agency, irrespective of how it 
occurred.  

Table Two outlines the reporting categories to be used by service providers.  
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Table Two: NIISQ Categories of reportable incident 

Incident Details 

Death of a participant All deaths of natural and unnatural causes, regardless of whether it is 
perceived to be directly related to service delivery. 

Injury or illness 
requiring emergency 
services or 
hospitalisation 

Injury and unexpected illness resulting in Queensland Ambulance Service 
attendance, presentation in an emergency department and/or admission to 
a hospital. 

Neglect A failure to provide necessary care, aid or guidance to a participant who 
needs it 5 including deprivation of the necessities of life such as food, drink, 
shelter, access, mobility, clothing, education, medical care and treatment.6 

Psychological or 
emotional abuse 

Conduct by any person, including staff, volunteers or other consumers that 
has caused, or that could reasonably have caused, the participant 
psychological or emotional distress.7  

Unlawful physical 
contact or assault 

Physical contact causing physical or mental harm to another person. This 
may include striking, touching, moving, or applying force of any kind to a 
person without their consent. 8 

Unlawful sexual 
contact or assault 

Inappropriate touching of a sexual nature, forcing a participant to have 
sexual intercourse or a sexual act without consent, including when the 
participant is sleeping or has impaired cognitive capacity.  

Sexual misconduct by 
service provider 
personnel or 
volunteers 

Conduct of a sexual nature including unlawful sexual contact, sexually 
explicit comments and overtly sexual behaviour, crossing professional 
boundaries or grooming a participant in a way that has sexual implications.9 

Financial abuse Stealing from a participant or acting to coerce or deceive a participant to 
gain control of the participant’s financial affairs.10 

Abuse other Physical or other abuse that can cause significant physical or psychological 
harm to a participant and is not otherwise categorised. 

Restrictive practice Restrictions on a participant’s rights or freedom of movement by use of 
chemical, mechanical, environmental, physical means or seclusion.11  

7. The reportable incidents process 

The process for service providers and the Agency is outlined at Appendix B. 

Further detail is provided in the NIISQ Service Provider Reportable Incident Procedure and NIISQ Reportable 
Incident Guidance. 

 
5 National Disability Services. (2022). Understanding Abuse.   
6 Disability Royal Commission (2022). Key Terms – Violence, abuse, neglect and exploitation.  
7 Aged Care Quality and Safety Commission. (2022). Reportable incidents: Psychological or emotional abuse.  
8 Queensland Government. (2018). Assault, sexual assault and stalking. 
9 National Disability Insurance Scheme Quality and Safeguards Commission. (2019). Incident Management Systems: Detailed Guidance for         
Registered NDIS Providers June 2019. 
10 Aged Care Quality and Safety Commission. (2022). Reportable incidents: Stealing or financial coercion by a staff member fact sheet. 
11 NDIS Quality and Safeguards Commission. (2022). Unauthorised uses of restrictive practices in the National Disability Insurance Scheme. 
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8. Roles and responsibilities 

8.1 Service Provider  

 Maintain an incident management system as per this policy. 

 Actively manage existing, new and emerging risk to participant safety, health and well-being in the context of 
service delivery. 

 Communicate directly with the Agency support planner any new and emergent risks to participant safety, 
health and well-being that may lead to potential review of care and support needs. 

 Report to relevant authorities as required by law. 

 Identify and notify the Agency of reportable incidents. 

 Maintain communication with the participant and/or their legal decision maker to the extent that it is 
appropriate under the circumstances. Be advised by police if a criminal investigation is underway. 

 Review, investigate and seek resolution of incidents. 

 Implement service improvements identified from incident management. 

 Maintain participant and staff confidentiality. 

8.2 Agency Provider Partnerships Team  

 Receive reportable incident notifications and reports from service providers. 

 Monitor reportable incidents that have been reported and prompts service providers to take action/s where 
needed. 

 Escalate matters for communication to other agencies as required. 

 Engage the support planner for a potential review of the participant’s care and support needs. 

 Request and receives data from service providers. 

 Analyse incident data and information. 

 Conduct post reportable incident reviews/audits on a periodic basis. 

 Share tools and provides resources for participants, staff and service providers. 

8.3 Agency Participant Care Team 

 Inform service providers and participants about the reportable incidents process. 

 Maintain awareness of the number and nature of reportable incidents received for an individual participant 
and takes appropriate action. 

 Follow up communication with a participant as required. 

 Respond directly to service providers who raise any new and emergent risks to participant safety, health and 
wellbeing. 

 Review care and support needs and/or the support plan as required. 

 Assists post reportable incident reviews/audits as required by management. 
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9. Service and system improvement 

Upon closure of the reportable incident, service providers are encouraged to review what was learned from the 
process. Reflection and review of information can inform the prevention of future incidents and identify service 
improvements. 

The Agency undertakes systematic evaluation of all reportable incidents with intent to improve service level 
performance at a system level. This procedure is termed periodic evaluation and is the responsibility of the 
Provider Partnerships team. 

The Agency sees periodic evaluation as an operationalised tool to assist the Agency and service providers to 
improve experience and outcomes for participants. Periodic evaluation is intended to inform further prevention of 
abuse, neglect and exploitation of participants and identify opportunity for improvements in service provision and 
systems.  

Registered service providers may be requested for data and information about incident management as part of a 
6- or 12-month reporting evaluation process. Any enquiries made to a service provider will be overseen by the 
Provider Partnerships team. 

10. Other requirements 

10.1  Privacy and confidentiality 

In the process of carrying out its role, the Agency will collect personal information from participants directly, or 
from service providers who are authorised to represent them. The Agency respects and upholds participants 
rights under the Australian Privacy Principles within the Privacy Act 1988 and the Information Privacy Act 2009. 
The Agency also takes reasonable steps to protect participant’s personally identifiable information from loss, and 
unauthorised access, use, misuse, modification, disclosure, alteration, or destruction. Systems and procedures 
put in place by the Agency to protect personal information include: 

 Restricted access to all participant documentation, physical or digital, permitted by authorised personnel only 

 Online data systems are kept on secure servers in Australia 

 Data systems and protections are regularly updated and audited. 

Note that the Agency does not collect personal identity information about service provider staff. It is expected 
that service providers report to regulatory bodies and the Queensland Government Disability Worker Screening 
Unit as required by law. 

10.2  Resources and staff training 

The Agency acknowledges their responsibility to maintain resources and staff training in the Incident and 
Reportable Incident Management Policy and procedures for handling reportable incidents.  

11.   Policy review 

This policy is subject to periodic reviews to ensure effectiveness is maintained.  
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Appendix A – relevant legislation and documents 
 

Legislation and documents relevant to this policy include the following: 

• National Injury Insurance Scheme (Queensland) Act 2016 (the Act) 

• National Injury Insurance Scheme (Queensland) Regulation 2016 (the Regulation) 

• NIISQ Complaints Policy 

• NIISQ Service Provider Reportable Incident Procedure 

•            NIISQ Agency Reportable Incident Procedure 

• Work Health and Safety Act 2011  

• Privacy Act 1998 

• Information Privacy Act 2009 

• Health Ombudsman Act 2013 
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Appendix B – process map 
 

 

 

 

 


