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Service provider reportable incident 
procedure 
 
NIISQExPro1 
 
Purpose 

The purpose of this procedure is to support NIISQ service providers to identify and appropriately respond to 
reportable incidents. This procedure is intended to protect and minimise the impact to participants first and foremost, 
while also further safeguarding participants by implementing corrective actions to eliminate or reduce the likelihood 
of a reportable incident reoccurring. 

This procedure outlines the steps for: 

 identifying, responding to and notifying the Agency of reportable incidents 

 assessing a reportable incident 

 reviewing and concluding a reportable incident with consideration of data for use in continuous improvement of 
services and systems. 

This procedure should be read in conjunction with the following National Injury Insurance Scheme, Queensland 
(NIISQ) documents. 

 NIISQ Incident and Reportable Incident Policy, which outlines the Agency’s Policy in relation to reportable 
incidents 

 NIISQ Reportable Incident Guidance, which provides information about reportable incident categories and 
responding to a reportable incident 

Responsibility 

The responsibility of the Agency and service providers regarding reportable incidents is outlined in the NIISQ 
Incident and Reportable Incident Policy.  

Key information 

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 NIISQ 
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.  

See Table One on the following page for a description of NIISQ categories of reportable incidents. 

The NIISQ Agency requires service providers to advise the Agency of all participant deaths, irrespective of 
connection with service delivery.  
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Table One: 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,1 including deprivation of the necessities of life such as food, drink, 
shelter, access, mobility, clothing, education, medical care and treatment.2 

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.3  

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.4 

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.5 

Financial abuse Stealing from a participant or acting to coerce or deceive a participant to 
gain control of the participant’s financial affairs.6 

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.7  

 

  

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

The reportable incident process includes four main steps as outlined in Figure 1. 

Figure 1 

Reportable incident process 

 

It is expected that all service providers notify the Agency 
within one business day of identifiying of a reportable 

incident. Service providers should do this by completing 
Section A of the reportable incident form. 

Service providers are required to complete an assessment 
of the reportable incident and commence actions to address 

identified issues. Outcomes of the assessment are to be 
entered into Section B of the reportable incident form within 
five business days of the reportable incident notification. 

On completion of actions relating to the participant, the service 
provider is to report on the outcomes of the reportable 

incident and review their own management of the reportable 
incident. Outcomes of the review are to be entered into Section 
C of the reportable incident form within ten business days of 

the reportable incident notification or as agreed with the Agency. 

The information and data held about incidents is used to 
inform future improvement at an individual, service and system 

level. 
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Identify 

The service provider: 

 identifies whether the incident is a reportable incident in connection with service delivery 

 identifies the most applicable category of reportable incident 

 actively manages existing, new and emerging risks to participant safety, health and wellbeing in the context of 
service delivery. 

If a service provider determines that an incident is not a reportable incident as defined by the Agency, it is not 
necessary to lodge a reportable incident with the Agency. In this instance, it is the responsibility of the service 
provider to manage the incident within their existing incident management system. 

Respond 

If the situation is an emergency contact 000. 

The service provider: 

 makes the environment safe (e.g., ensuring the environment is free from potential hazards) 

 responds to any immediate care needs of the participant 

 supports the participant to access an appropriate support person of their choice. 

If there are criminal allegations, it is important that the service provider: 

 reports the matter to the police and any other applicable agency 

 preserves evidence at the site of the incident until police advise further. 

Further information about responding to reportable incidents is provided in NIISQ Reportable Incidents Guidance. 

Notify 

Registered providers complete Section A of the reportable incident form and submit to the Agency within one 
business day of identification of a reportable incident. Submit notifications to serviceprovider@niis.qld.gov.au. 

Other treatment care and support providers phone or email the Agency within one business day of identification of 
a reportable incident for assistance in completing Section A of the form. 

The initial notification, Section A, includes the following information:  

 the category of incident, the time when the incident occurred, the time when the Agency was first advised of the 
incident and the location where the incident was alleged to have occurred 

 the participant’s name (or names in the case of incidents that impact on more than one participant) 

 the service provider’s name, including the title of the person reporting the incident 

 a description of the incident, including the impact to the participant 

 whether the safety of the participant has been confirmed by the service provider 

 whether the incident was attended by emergency services 

 whether the incident was reported to police and/or other agencies 

 whether the participant and/or their legal guardian have been made aware of the incident 

 whether the participant has support from a person of their choice 

 in cases where the incident was alleged to have been caused by a staff member, whether the staff member 
has been removed from service delivery to participants. 

As NIISQ does not collect third-party information, staff and witness information is to be de-identified.  
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The service provider is responsible for making an accurate record of a reportable incident by completing the 
reportable incident form and retaining relevant details of employees involved, in accordance with their human 
resources procedures. It may be necessary to provide staff and witness details to other bodies such as police. 

Consistent with the NIISQ Incident and Reportable Incident Policy, information is to be handled and stored in a way 
that maintains individual privacy and confidentiality. 

 

 

 

The purpose of the assessment is to identify the causes and contributors to the reportable incident occurring, the 
impact on the participant and whether a formal investigation is required. The outcomes of the assessment are used 
to inform the likelihood of the incident occurring to the participant again.  

See the NIISQ Reportable Incident Guidance for information about the assessment of a reportable incident. 
 
The service provider assesses the reportable incident and establishes an action plan to address any outstanding 
issues within five business days of the reportable incident notification. 
 
The action plan is to include how the service provider will support the participant through the reportable incident 
process and how the service provider is communicating progress and outcomes to the participant and guardian or 
family as relevant. 

If a police investigation is being conducted, the service provider should liaise with police before proceeding with 
their own investigation. 

The outcomes of the assessment are reported to the Agency within five business days of the reportable incident 
notification. This information is to be recorded within Section B of the Agency’s reportable incident form.  

The information requested in Section B includes: 

 the causes/contributors to the reportable incident 

 in cases where the incident requires an investigation, the investigation status 

 the service provider actions and their implementation status 

 the impact on existing services received by the participant 

 the likelihood that the reportable incident may reoccur. 

The Agency will acknowledge receipt of the assessment information. Further clarification or detail may be 
requested at the Agency’s discretion. Where the Agency considers that the reportable incident matters have been 
fully addressed, the Agency may elect to conclude the reportable incident prior to the review.  
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On completion of actions relating to the participant, the service provider is to report on the investigation findings (if 
relevant), outcomes of the reportable incident and review their own management of the reportable incident. 

See the NIISQ Reportable Incident Guidance for information about the review and conclusion of a reportable 
incident. 

Complete Section C of the reportable incident form and request that the incident be closed by the Agency.  

The type of information requested in Section C of the form includes: 

 investigation status, including: 

o a summary of the key findings of the investigation 

o any actions taken because of the investigation 

o whether the participant has been advised of the outcomes of the investigation 

 whether all actions in relation to the participant have been completed 

 whether the participant has been advised of the outcomes of the reportable incident 

 the methods service providers used to collect feedback from the participant about their experience of how the 
reportable incident was handled. 

Once the Agency has considered all assessment, investigation and review information regarding the reportable 
incident, a determination will be made to conclude the reportable incident. The Agency may request further 
information. 

To consider a reportable incident closed, service providers must receive confirmation of reportable incident closure 
directly from the Agency. 

If there are ongoing follow up actions underway that may take some time to implement, the Agency may agree to 
conclude the reportable incident and request the provider to report on concluded organisational actions in a six-
monthly report to the Agency. Examples of where this may occur include changes to policy or procedures or staff 
training that has been scheduled but not completed.  

Upon receiving confirmation of reportable incident closure, the service provider is expected to communicate to 
participants and other parties involved and complete documentation in accordance with the service provider’s 
procedure. 
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Upon reportable incident closure, service providers are encouraged to maintain a record of data relating to 
reportable incidents. Collection of data from multiple reportable incidents and data from the service provider’s own 
incident management system allows analysis of potential patterns of incidents and reoccurring issues at a service 
and system level. The information can be used to inform service improvement and may help to prevent future harm 
to participants. 

The type of data that a service provider might consider using includes: 

 feedback from participants and staff involved and the nature of their involvement (witness, person harmed, 
alleged instigator) 

 analysis of trends and patterns in the category of reportable incidents 

 analysis of other characteristics of incidents (such as the nature of the service and location) 

 analysis of the effectiveness of outcomes of actions taken. 

The Agency may request registered providers to provide data and information relating to reportable incidents and 
other incidents as part of the six month and annual reporting process. Advance notice of such requests will be 
provided by the Provider Partnerships team. 

 

 

 


