
121 Supports Hunter wrote this information. 

When you see the words ‘we’ or ‘us’, it means 

121 Supports Hunter  

We have written this document in an easy 

to read way.  

We use pictures to explain some ideas. 

This Easy Read document is a summary of 

another document.  

You can ask for help to read this document.  

A friend, family member or support person 

may be able to help you.  
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Easy Read Incident Management

What you need to know about 
incidents



We will be honest about how and why we collect 
your information
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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.

About this document: 

What is an incident? 

 Any time a provider caused you 
harm.

 Any time a provider could have 
caused you harm.

 When you hurt someone else.
 When someone feels that you are 

going to hurt them.
 A reportable incident (death, serious 

injury, abuse, neglect, sexual 
misconduct, restrictive practices)
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• a person experiencing harm of any type of

harm or abuse (see Abuse, neglect and

exploitation easy read)

• a near miss that could have caused harm

• taking the wrong medications

• Loss or damage of property

 There are many types of incidents. 
Some examples are: 
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How to get help? 

• harmful changes to usual support routines

• illegal activities (e.g. theft or drug use).

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. 

 Page 4 
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You can report an incident by: 

• letting a worker know about the situation

• sending an email

• making a phone call.

How we respond to incidents 

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. 
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Reportable Incidents

Some incidents must be notified to the 
Police and the NDIS Quality and 
Safeguarding Commissioner.

For Example: 
If you or any of our participants are 
badly hurt in any way by anyone. 

This is called a Critical or Reportable 
Incident. 

What Information do we need?

To resolve an incident we need to write down 

what happened and what we did to help. This 

is called keeping records.

We record what was said and done 
during the incident including: 

 Description of what happened,
 What Time did it Happen
 Who saw the incident,
 When you told the worker,
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How will we help you? 

You are important to us, so we: 

 Provide support and assistance
 Make sure you are safe
 Look after your health and wellbeing

We will listen and talk to you or your 
advocate about what happened and how to 
fix it. 

 Ask you for feedback
 Talk to you about what happened
 Consult with you or your advocate 

through the process.
 Your ideas about any changes that 

would help in the future

If we make changes to correct 
what happened, we will 

 change our practices
 change our policies and procedures
 train our staff

You should know what is happening so we 
will: 
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02 4017-2682

PO Box 3501 Merewether NSW 2291 

 www.121supportshunter.org 

Contact us 

NDIS Quality and Safeguards Commission 

Email: contactcentre@ndiscommission.gov.au 

Phone: 1800 035 544 (free call from landlines) or 

TTY 133 677

Community Engagement Coordinator
ahalliday@121supportshunter.org 

Director
jhalliday@121supportshunter.org

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. 
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