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Policy Statement and Purpose 
Access4u is committed to ensuring that the individuals we support (our Customers), their families, volunteers, 
employees and students on placement feel free to raise any concerns they may have relating to the concerns 
relating to the safety of our Customers, and to have those concerns dealt with appropriately and promptly. 
Access has a zero tolerance policy towards abuse, harm, neglect, racism, exploitation, violence and 
discrimination. 
  
We will take all practical and appropriate steps to prevent abuse in all owned and operated businesses and 
services in accordance with the principles and objectives of the NDIS Quality and Safeguard Framework, NDIS 
Act, NDIS Practice Standards, NDIS Zero Tolerance Framework.  All services will be provided in a safe 
environment that emphasises and supports the Customers right to protection, including prevention of abuse 
and neglect.   
 
Access4u will work in partnership with key stakeholders to build transparent and accountable systems 
underpinned by a positive and respectful culture. 
 
Access4u commitment to this purpose focuses on three domains of the NDIS Quality and Safeguarding 
Framework:  

1. Developmental – building capability and support systems 
2. Preventative – preventing harm and promoting quality 
3. Corrective – responding if things go wrong. 

 
Access4u is committed to ensuring supporting procedures also recognise the importance of having a strong 
person centred empowerment culture, underpinned by positive behaviour support models and the 
development and continuous improvement of appropriate monitoring and review systems to ensure effective 
and reliable safeguards for our customers.  
  

 

This policy 
applies to  

This policy applies to: all staff, volunteers and contractors.   

Specific 
responsibilities 

Access4u has implemented customer, organisational and system safeguards to create a service 
environment focused on human rights, empowerment and respect.   
 
At a governance and strategic risk level, the Board of Directors shall: 

• Ensure that it is aware of its obligations 
• Ensure it is sufficiently informed and knowledgeable of trends, key issues and risks.  

 
At a policy level the CEO will:  

• Ensure Acess4u develops and maintains a workplace culture, procedures and systems that 
actively prevent abuse, harm, neglect or violence.  

• Ensure Access4u customers and their representatives are aware of their rights and 
responsibilities and are confident in their ability to report matters without detriment.  This 
includes making a complaint.  

• Ensure Access4u responds to and engages in corrective actions to suspicions, allegations or 
incidents of abuse, harm, neglect or violence. 

• Ensure the provision of relevant information to the Board. 
• Ensure that compliance requirements are met. 

 
At the operational level Access4u shall: 

Responsibilities and delegations  
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• Apply a genuine person centred approach focused on supporting and empowering a customer 
to have control and make informed decisions about their own life.  This approach takes into 
accou8nt the dignity of risk.  

• Ensure customers and their family, carers or nominated persons are informed of and 
supported to exercise their rights 

• Recognise the importance of family and informal supports, with a focus on establishing 
positive relationships and community connections 

• Formally recognise a customer’s authority in decision making and ensure choice and control 
guide the provision of services.  

Policy approval  CEO 
 

Standards  • NDIS Practice Standards 
• United Nations Convention on the Rights of Persons with Disabilities   
• United Nations Universal Declaration of Human Rights  
• National Disability Strategy 2010-2020 
• National Framework for Protecting Australia’s Children 2009-2020  
• NDIS Quality and Safeguarding Framework  
• NDS Zero Tolerance Framework 
• HCSCC Charter of Health and Community Services Rights  
• OmbudsmanSA Information Sharing Guidelines for promoting the safety and wellbeing (ISG)      

Legislation NDIS Act 
Disability Discrimination Act 1992 (Cth) 
Children and Young People (Safety ) Act 2017 (SA) 

Contractual 
obligations 

NDIS Provider Registration  

Organisation 
policies  

• Human Rights Policy   
• 5 Step response to abuse flowchart  
• Responding to Allegations of Abuse Policy and Procedure   
• Incident Management Policy and Procedure  
• Sharing Information Policy and Procedure   

Forms, record 
keeping, other 
documents 

• Incident Report Form  

 

Definitions For the purpose of this procedure the following definitions apply:- 

Safeguarding  Refers to the range of activities that aim to minimise the risk of harm for a customer and protect their 
intrinsic human rights.  

Policy Statement  
This is achieved by:  
• Providing compulsory orientation module under the NDIS as part of the broader organisation wide 

induction for all staff  
• Providing employees and volunteers who work with children with Child Safe Environments training 

regarding their moral and legal responsibilities under the child protection legislation.   
• Providing all employees and volunteers training in how to prevent and respond to abuse and their legal 

responsibilities.  

Policy context – this policy relates to:  
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• Providing training and information for staff and relevant professionals to maintain and continuously 
improve services requiring specialised support.  

• Acting to prevent abuse by ensuring that effective procedures and practices are in place to prevent any 
form of abuse, i.e., sexual, physical, emotional, neglect and financial.  

• Having worker screening will involve nationally consistent arrangements. Obtaining and monitoring 
Police checks in accordance with legislative requirements.   

• Recognising, policy, procedure and staff training, that restrictive practices are to be used only as a last 
resort, be the least restrictive option available, be proportionate to that risk posed by the behaviour 
and follow best practice.   

• Supporting participants with a positive behaviour support plan that is likely to include the use of a 
restrictive practice and ensuring the process for the reporting the use of those practices is followed.  

• Recognising that the people we support often have limited verbal and cognitive skills are therefore 
more vulnerable than the general community.  

• Ensuring the physical environment is safe. 
• Assist and support customers to assess and manage risks. 
• Support customers to safely and effectively manage medications. 
• Suspecting abuse may have occurred when the issue of consent in relation to sexual activity is not clear 

and being aware that this may impact on the rights of the individual.  
• Supporting the right of each Customer and supported employee to access appropriate information, 

education, resources and assistance regarding human relations and sexuality issues.  
• Responding immediately to alleged, suspected or proven cases of abuse.  
• Having procedures in place for investigation and incident reporting that respond in a timely and 

effective manner to allegations of abuse.  
• Have an easily understood and accessible complaints system, this includes our organisation working 

within the NDIS complaints system where anyone can make a complaint about a provider of NIDS 
purchased supports.    

• Promoting an effective internal complaint process and offering external options including the National 
Disability Services Abuse and Neglect Hotline and appropriate advocacy agencies.  

• Promoting the confidential service of the Independent Advocate, Citizens Advocacy Groups, the 
National Disability Advocacy Program, Health and Community Services Complaints Commissioner or 
Office of the Public Advocate through which a person can raise concerns about something or someone 
at Access4u.  or an entity associated with Access4u.  

• Co-operating with any authority or their representative investigating abuse allegations. 
 

Procedures 

1. Physical environment 

It is the responsibility of Access4u to minimise physical risks to Customers. Access4u will meet 
reasonable community standards, and comply with all regulatory obligations affecting the physical and 
environmental safety of Customers. This includes fire safety, motor vehicle safety, water safety, 
swimming pool safety, and public health requirements. The organisation will implement a regular 
review process and update their compliance with community standards and regulatory requirements. 
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Access4u will comply with fire risk management guidelines which outline specific requirements relating 
to building construction, furnishings, smoke detection systems, fire extinguishing equipment, means of 
exit, fire prevention, fire safety management, evacuation capability, fire and emergency evacuation 
plans, emergency procedures and maintenance of essential fire safety services.  

Staff will be trained in relation to relevant guidelines.  

2. Staff screening  

Prior to commencing work with Customers, all staff and volunteers, will undergo a comprehensive 
screening process which will include DCSI screening checks including child related screening, criminal 
record check, referee checks and interviews. The findings of the screening are to be documented in the 
personnel files of staff and volunteers. 

3. Risk assessment   

A risk assessment will be undertaken by staff jointly with Customers at various stages of support.  

Customers will be supported to identify and manage risks in their own environment and in any activities 
they undertake by:  
• assist and enable Customers to identify and manage risks including the provision of plain English 

information on risk management 
•  undertaking risk assessment jointly with staff  
• follow-up on written information and specific assistance to Customers who may experience 

cultural or language barriers, or who may need specialised advocacy or support. 
Where Customers do not have the capacity to understand risks to their personal safety, Access4u will 
where required:   
• refer the customer to an Independent Advocate 
• submit and assist with a Guardianship application. 

For services conducted in the Customer’s home, the assessment will also include Home Safety 
Inspection Form. 

4. Suicide and self-harm 

All Customers presenting with suicidal and or self-harming behaviour will be assessed to determine the 
level and immediacy of suicide and/or self-harm risk.  

The assessment for Customers with self-harming or suicidal behaviour will include seeking expert 
assistance through associated psychologists and therapists and will include interviews with the 
Customer; observation; medical, psychiatric and personal history; feedback from other staff; and 
information from family and carers. 

If a Customer is assessed as being at risk of suicide and/or self-harm, identify supports that can develop 
intervention strategies to decrease the risk that can be implemented. 

Where staff members are concerned about a Customer’s immediate suicide or self-harm risk, the 
Customer’s physical safety should be addressed without delay as a priority. 

5. Risk management 

Where risks of harm are identified, a range of harm minimisation strategies which may include harm 
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minimisation actions such as avoidance of triggers, family support, reassurance with familiar objects, 
education, etc. will be discussed with the Customer and family if appropriate. Agreed actions will then 
be documented in the Customer file.  

Risk management and harm minimisation strategies will minimise and wherever possible eliminate the 
need for restraint.  

Whenever staff are required to use restraint to prevent harm to the Customer or others, this will be 
documented on the Customer file, an incident report on Access4u Incident Report will also be 
completed.  An investigation of the incident and the response will be undertaken and a report prepared 
outlining whether any further action is required. 

All risk assessments and harm minimisation plans will be documented and included in the Customer’s 
file. 

6. Medication management 

Staff involved in the storage, transportation, administration or prompting of medication will be trained 
in the Access4u medication policy and procedures and assessed as competent prior to undertaking any 
medication function. 

7. Transport of Customers 

All Customers will be transported in accordance with the National Safe Transport principles. 

8. Abuse and neglect risks and reporting and management procedures 

Access4u has a duty of care to implement prevention strategies that include suitable recruitment 
screening processes and protocols for identifying the risk indicators for abuse and neglect. It is the 
responsibility of the organisation to minimise the risk of abuse (sexual assault, physical, emotional, 
financial) and neglect to Customers.  

Any suspected or reported allegations of abuse or neglect will be will be dealt with promptly and 
investigated and responded to in accordance with the Access4u policy and procedure.  

Record keeping  

• In the case of any accident or incident causing harm to a Customer, a detailed written report Incident 
Report will be completed within 24 hours. The report should include: 

− description of the nature and extent of the incident 
− the name and contact details of all those involved, including any witnesses to the incident 
− action taken 
− the date and signature of the person making the report 
− any on-going or follow up action  

• Records must be stored securely in Access4u head office and only accessed by persons with a 
legitimate reason. 

 

Immediate response 

Where possible, an incident will first be addressed by the organisation’s personnel responsible and 
qualified to effectively manage the incident as it takes place. First respondents understand that they 
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must contact emergency services if the situation warrants. 

Notification procedures 

Staff must report incidents to various agencies and persons based on the following priority system: 

• For serious incidents workers must first contact emergency services 

• Workers must report all incidents internally to Senior Manager Disability Services / CEO 

• If it is determined that the incident is serious Senior Manager Disability Services / CEO is 
responsible for notifying families, guardians and advocates of the Customer.  

• If an incident is a Reportable Incident, the Senior Manager Disability Services / CEO will notify 
the relevant external body within the expected timeframe of the external body. 

Supporting Customers 

Throughout the incident management process, from initial response through to review, Customers 
will be supported by the organisation through means of: 

• Reassurance if the Customer reported the incident; 

• Trauma and counselling services where required; 

• Changes to regular supports if necessary; 

• Clear, ongoing communication regarding the progress and outcomes of the investigation. 

Customers will be involved in the management and resolution of the incident where appropriate. 

  
9. External reporting 

Serious incidents will be reported to NDIS Quality and Safeguarding Commission in line with the 
Access4u’s incident reporting obligations. 

Staff induction and training 

All staff and volunteers will participate in an induction program prior to commencement. The 
induction program will include training on code of conduct, risk assessment and management, 
incident management system, professional boundaries and ethical behaviour.  

Staffing levels will be reviewed every 12 months though these may also be reviewed at the following 
time e.g. following large Customer intakes, on staff request, following an increase in challenging 
Customer behaviour, incidents etc. and conducted in conjunction with an NDIS plan review for 
change in circumstances. 

Staff training/in-service on duty of care and Customer safety will occur every 12 months with the 
use of the e learning program Workpro but other training that requires attendance e.g. manual 
handling.  
The staff training program will be reviewed regularly and be responsive to enable any emerging 
issues impacting on Customer safety and security to be addressed as a matter of priority. 


