Customer risk assessment Acces s 4U.

operating procedure

Purpose

Risks can be environmental, financial, physical or emotional. This toolkit helps you to assess risk when
supporting Participants by looking at how often the risks occur (frequency) and their impact.

Risks may have positive consequences (e.g. Participants learns to shop or catch a bus independently)
and/or negative consequences (e.g. Participant doesn’t purchase items they need or gets lost). Most
commonly we think about the negative consequences of risks. While we enable Participants to make
choices to further independence, we must help them to develop strategies to reduce any negative
consequences and ensure their safety.

Scope

This instruction is applicable to all Access4U staff supporting Participants in Access4U services.

What else is needed to implement this instruction?

Any risks to Participants must be discussed with the Service Manager and the support team. Assessing
risk is an ongoing process and requires ongoing discussion and planning.

Staff should document risks and decisions on the Risk Assessment — Customer form, saving it on the
O Drive in the Participants file in the first instance to sit alongside or in the same folder as completed
NDIS Goal Plans.

Staff should also be aware of the principle of dignity of risk. That refers to the right of all people with
disability to make an informed choice to experience life and take advantage of opportunities for
learning, developing competencies and independence and, in doing so, take calculated risks.

Operating Procedure Instructions

There are six steps for assessing and managing risk outlined below. Wherever possible, include the
Participant affected by the risk in making decisions about how the risk will be managed.

Step 1 Identifying the risks:

1. Risk Assessments are to be completed for all Participants to assess support needs in relation
to tasks / activities etc at the on-boarding process or any significant change in support needs
by completing the Registration of Interest and Personal Requirements Form. If any risks are
identified a Risk Assessment — customer form must be completed. The Senior Manager will
refer to each customer’s NDIS goals and objectives and identify risks involved in achieving
these objectives.

2. Staff are also to consider if there are any risks associated with Participant’s daily living that
are not part of their NDIS goals/objectives and include these on the relevant risk assessment

form.
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Step 2 Assess the probability of the risk:

Using the table below identify the level of probability that Access4U or the customer could be exposed
to risk (including positive or negative consequences).

Indicators (Choose one only)
Level Descriptor Qualitative Quantitative (choose from the scale that is
most relevant to the risk)
5 Almost The event is expected to occur in most | Daily to weekly 90-99% probability of
Certain circumstances occurrence

4 Likely The event will probably occur in most Monthly to 70-89% probability of
circumstances 6 monthly occurrence

3 Possible The event could occur at some time Annually 30-69% probability of
occurrence

2 Unlikely The event is unlikely to occur in the | Oncein5 Years | 10-29% probability of
foreseeable future occurrence

1 Rare Occurrence of the event requires | Oncein 10 years | 1-9%  probability  of
exceptional circumstances occurrence

Example: The Participant’s objective is to brush their teeth every day and there are risks identified with this
(i.e. the Participant has Cerebral Palsy and cannot control the movement of their hand) and refuses assistance.
Then the Probability rating would be “Almost Certain”

If the Participant agrees to brush their teeth with assistance by staff, then the Probability of a risk is ‘Unlikely’.

Step 3. Assess the impact of the risk

Use the table below to identify the impact/consequences of risk to Access4U or the Participants.

Rating

Title

Description

1

Insignificant

e No increase in care

required
e No disruption to service delivery

Non-essential item affected not likely to result in injury or medical treatment being

Minor

Increased level of care/monitoring

¢ Some manageable disruption to specific services or programs
Essential equipment affected may result in minor injury or need for medical

treatment
e Minor emotional trauma
¢ Minor damage to property

Moderate

¢ Permanent decline of physical ability or increased dependence

e Some services delayed or not delivered to customers

e Moderate emotional trauma
e Moderate damage to property

Major

e Death unrelated to natural course of life

¢ Increased long term dependency

e Some major services to Participants cease

e Major psychological trauma
e Major damage to property
e Missing Participant

Catastrophic

¢ Multiple deaths unrelated to natural course of life

e All services to Participants cease

¢ Exposure to immediate threat that may result in multiple deaths

¢ Long term loss of ability
¢ Severe psychological trauma

¢ Extensive or total damage to property
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Example: NDIS Participant’s objective is to be more independent brushing their teeth and there are
identified risks in this practice due to Participant’s limited ability to control his arm and hand
movements.

Consider the impact: If the Participant has a special aide to assist in brushing their teeth or
assistance the Impact rating would be “Insignificant” as there is no risk of them physically hurting
themselves or having dental problems associated with not brushing. If the Participant

Brushes their teeth daily, the Impact rating would be “Minor” as there is some risk if teeth are not
brushed correctly resulting in cavities.

Step 4. Identify the risk rating: Identify the risk rating by:

Locating the column that corresponds to the Impact rating of the risk. Then locate the row that
corresponds to the Probability/Likelihood rating of the risk.

The point at which these converge identifies the risk rating.

Risk Assessment
Matrix Impact
Insignificant Minor Moderate Major Catastrophic
Probability / 1 2 3 4 5
Likelihood
Almost Certain Medium Medium High
5
Likely Low Medium High High
4
Possible Low Medium High High
3
Unlikely Low Low Medium High
2
Rare Low Low Low Medium
1
Example:

Staff have identified the risk that the Participant might not want to brush their teeth daily resulting
in dental problems including bad breath, cavities, gum infections, and that this could occur daily.
The Probability rating is “Almost Certain” and the Impact rating “Moderate”. Therefore, the risk
rating would be “High”.
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Step 5. Risk management responsibilities, reporting and documentation flow process

Rating Risk Management
Responsibilities

Documentation

Requirements

Active Risk Management Essential

Risk managed by CEQO, Senior Managers, Team
Leaders

Risk reported to Board, CEQO, Senior Managers
and external stakeholders

Active Risk Management of risk required

Risk managed by Senior Managers, Team
Hich Leaders, Support Staff (where applicable
‘ 18 -'
Risk reported to Board, CEO, Senior Managers
and external stakeholders where appropriate

Reportable Incident
Incident Report
Relevant Behaviour
Support Documentation
Progress Notes

Missing Persons Report
Risk Assessment Reports
Relevant clinical / GP
reports

Manage and Monitor Risks

R Risk managed by Senior Managers, Team
Medium -' Leaders, Support Staff (where applicable
Risk reported to CEO & Senior Managers
where appropriate

Risk Rating from Step 4

Incident Report
Relevant Behaviour
Support Documentation
Progress Notes
Risk Assessment Reports
Relevant clinical / GP
reports

Acceptable Risk with Monitoring

Risk managed by Senior Managers, Team

Leaders, Support Staff (where applicable

Risk reported to Senior Managers

Relevant Behaviour
Support Documentation
Progress Notes

Risk Assessment Reports
Relevant clinical / GP
reports
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Step 6. Develop a plan to reduce or eliminate the risk and introduce safeguarding strategies:

To develop a plan to reduce or eliminate risk and introduce safeguarding strategies, consult with the
person or people affected by the risk as well as the managers and stakeholders identified in STEP 5.

Risk strategies are developed by asking questions about the activity, where it is happening, the
environment and the impact on the Participant or others. Person-centred planning tools are useful
for further exploring a risk (e.g. decision making agreement). These tools are found at
http://helensandersonassociates.co.uk/person-centredpractice/person-centred-thinking-tools/

Staff can also use Access4U person centred planning tools to assist with identification of risk and
developing strategies to eliminate them.

Specific documentation may be needed such as a safety plan or protocol. In some cases, guardians,
health professionals, advocates or family may need to assist with developing the plan. A safety plan
should include:

1) What is the identified risk

2) Whois involved

3) What needs to happen and when to minimise the risk
4) Who else is likely to be impacted

5) Location of where plan is to be implemented

6) Date andtime

7) Backup plan (what to do if things go wrong)

8) Contact details of people involved in the plan.

Step 7 Review and re-assess the risk:

Once strategies have been implemented, assess the risk again to ensure that the risk rating has
reduced sufficiently. To do this repeat steps 1-6.

This process may reveal that the risk strategies are effective, or that further planning is required to
allow the activity to go ahead. The process may be repeated as many times as required.

Step 8. Document:

Risk Assessment Documentation to be saved on the Service’s O Drive site in the Customer Folder.
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