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Abuse, neglect and exploitation

Introduction

Every person has a right to live a life free from the fear of violence, abuse, harm, neglect and exploitation regardless of their
gender, age, disability, background or any other characteristic. We are committed to ensuring the safety and wellbeing of all
participants we provide supports and services to.

Any alleged, suspected or act of abuse, neglect or exploitation is a reportable incident. It must be reported to the NDIS
Commission, police and any other relevant authority (see: Report incident to NDIS).

Midway Community Care is committed to upholding the human rights of all people with disability. Consistent with the NDIS
Code of Conduct, we take proactive steps to prevent and respond to all forms of violence, exploitation, neglect, and abuse of
people with disability. Every member of the Midway Community Care Team has a responsibility to take action. The purpose of
this policy and procedure is to identify our responsibilities and procedures for preventing, identifying, and responding to
concerns about abuse and neglect.

Objective

As an NDIS provider, we must have systems in place to increase understanding of, and eliminate violence, abuse, neglect and
exploitation of people with disability. Our objectives are to:

Ensure these processes are understood and used by our workers.
Encourage our workers to use their own initiative and to be vigilant in situations that may put people at risk.
Ensure a culture of continual learning, any incidents and responses must inform our improved approach to
safeguarding.
Give information to our clients and workers about how to raise concerns without fear of retribution. Provide assurances
that Midway Community Care will always listen and respond to concerns, upholding whistle blower protections.

Principles

This policy promotes the following principles:

Everyone is entitled to feel safe, and to live in an environment in which they are protected from assault, neglect,
exploitation or any other form of abuse.
People with disability may be more vulnerable to violence, exploitation, neglect and abuse.
A person that relies on daily care and support may have increased vulnerability. Dependency can create an uneven
power dynamic.
People are safer when they have multiple people in their lives to look out for them.
We all have a role to play in preventing, protecting, and responding to violence, exploitation, neglect, and abuse.
Midway Community Care employs a zero-tolerance approach to all forms of violence, exploitation, neglect, and abuse.

Applicability

When

applies at all times and in all locations.
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Who

applies to all representatives including key management personnel, directors, full time workers, part time workers,
casual workers, contractors, volunteers.

Documents relevant to this policy

Abuse neglect and exploitation (easy read)

Regulations relevant to this policy

NDIS (Quality Indicators) Guidelines 2018 (Cth)

National Disability Insurance Scheme Act 2013 (Cth)

Staff screening

It is a condition of our registration and a critical safeguard to ensure all our workers engaged in risk assessed roles have an
NDIS Worker Screening Check. Risk assessed roles are:

key personnel roles
roles for which the normal duties include the direct delivery of specified supports or specified services to a person
with disability
roles for which the normal duties are likely to require more than incidental contact with people with disability.
Contact includes physical contact, face to-face contact, oral communication, written communication and electronic
communication.

 

Staff recruitment and training

Midway Community Care ensure all its workers:

are selected through rigorous values-based interviews and reference checking to ensure they align with our values and
culture
receive in-depth orientation on working with Midway Community Care including policies, procedures, and expectations
receive training on human rights, abuse and neglect including:
NDIS Worker Orientation Module, Quality, Safety and You
Support me, Support you
Module 5 of the Mid-Induct — Standards & Rights
Zero tolerance training
are provided with information on the NDIS Code of Conduct
undergo regular supervision as per the Employee supervision and appraisal
receive appropriate refresher training at least every two years.

Client information

Midway Community Care provides a range of information to clients at intake and on request including the following:

https://www.ndiscommission.gov.au/workers/training-course
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A Communication Passport.
Information about making a complaint to Midway.
Resources from the NDIS Client Welcome Pack
Information about making a complaint to the NDIS Quality and Safeguards Commission.
Alternative versions are also available including Auslan, Easy Read and alternative languages. The NDIS Commission has
also created a 'Talk up' version for Aboriginal and Torres Strait Islander people. Braille copies are available on request.

Identifying abuse and neglect

Some incidents of abuse and neglect will be simple to identify, as a worker may witness the incident, or a client may make a
disclosure that can be recorded. However, other incidents may be harder to identify, especially where the person involved is
afraid to communicate or has limited communication. The NDIS Commission provides the following guide to assist in the
identification of potential indicators of abuse and neglect. It is important to note that these are only examples and is not an
exhaustive list.

Physical abuse, unlawful physical contact, or physical assault:

Inconsistent, vague, unexplained, or unlikely explanation for the injury.
Unexplained injuries — broken bones, fractures, sprains, bruises, burns, scalds, bite marks, scratches, or welts.
Other bruising and marks that may suggest the shape of the object that caused it.
Avoiding or being fearful of a particular person or worker.
Being overly compliant with workers.
Frequent and overall drowsiness (associated with head injuries).
Out of character aggression.

Sexual contact sexual assault or sexual misconduct:

Dropping hints that appear to be about abuse.
Bruises, pain, bleeding — including redness and swelling around breasts and genitals.
Torn, stained, or bloody underwear or bedding.
Repeating a word or sign, such as 'bad', 'dirty'.
Presence of a sexually transmitted disease.
Pregnancy.
Sudden changes in behaviour or character, e.g.: depression, anxiety attacks (crying, sweating, trembling, withdrawal,
agitations, anger, violence, absconding, sexually expressive behaviour, seeking comfort and security).
Sleep disturbances, refusing to go to bed, and/or going to bed fully clothed.
Refusing to shower.

Psychological, emotional, or verbal abuse:

Depression, withdrawal, crying or emotional behaviour.
Being secretive and trying to hide information and personal belongings.
Speech disorders.
Weight gain or loss.
Feelings of worthlessness about life and themselves; extremely low self-esteem, self-abuse, or self-destructive
behaviour.
Extreme attention-seeking behaviour and other behavioural disorders (e.g.: disruptiveness, aggressiveness, bullying).
Being overly compliant.

Neglect:

Inappropriate or inadequate shelter or accommodation, including unclean and unsanitary living conditions.
Weight loss.
Requesting, begging, scavenging, or stealing food.
Being very hungry or thirsty.
Inadequate supply of fresh food.

https://www.ndiscommission.gov.au/about/complaints
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Constant fatigue, listlessness or falling asleep.
Dropping hints that appear to be about neglect.
Extreme longing for company.
Poor hygiene or poor grooming — overgrown fingernails and toenails, unclean hair, unshaven, unbathed, wearing dirty or
damaged clothing.
Inappropriate or inadequate clothing for the weather.
Unattended physical problems, dental, and/or medical needs.
Social isolation.
Loss of social and communication skills.
Removal of means of communication.
Displaying inappropriate or excessive self-comforting behaviours.

Financial abuse:

Sudden decrease in bank balances.
No financial records or incomplete records of payments and purchases.
Person controlling the finances does not have legal authority.
Sudden changes in banking practices.
Sudden changes in wills or other financial documents.
Unexplained disappearance of money or valuables.
Person does not have enough money to meet their budget.
Person is denied outings and activities due to lack of funds. Borrowing, begging, stealing money or food.

Where a worker identifies any potential signs of abuse or neglect or has concerns for a client's safety, they must report it via
Midway Community Care's incident management system. If unsure, a worker can always speak to their Team Leader about
their concerns. It is always better to overreport than underreport.

Receiving a disclosure of harm

If a client discloses to you:

Take time to listen. The client may give you important information without you asking questions or interrupting them.
Allow the person to tell their story, ask if you can record it and consider if there is someone else that could be
present.
As soon as the person gives you a general understanding of the allegation, provide support but do not keep asking
questions.
Only if necessary, ask open questions, e.g.: 'Tell me more about that?', 'What do you mean 'Can you explain that to me
in more detail...?'  If this doesn't give a clear understanding, try 'When, What, Where, Who' questions.
Don't ask leading questions (putting words into the person's mouth), e.g.:

'Was it in the bus?' 'Did Sarah do this?'

Don't ask the person to repeat what they have already told you.
Make a report once you enough information.
Let the client know what you will do next. Don't make promises you can't keep.

Responding to abuse and neglect

We will respond to any case of abuse, neglect or exploitation by:

promoting a culture of no retribution for reporting of suspected cases of abuse or neglect
escalating all alleged or suspected incidents of abuse or neglect to key management personnel immediately
ensuring any victim of suspected or alleged abuse or neglect is adequately supported by an independent person such
as a relative, friend, advocate or legal practitioner
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responding promptly and sensitively where an alleged case of abuse or neglect has occurred, to protect the person
from further harm, and coordinating appropriate responses in line with duty of care obligations
where relevant (especially for criminal acts), preserving and recording the evidence and maintaining the scene of the
incident by taking photos and protecting any personal articles relevant to the incident
recording what is known about the incident including the services and people involved and any witnesses
informing participants about what is going to happen before taking action and throughout any response to abuse and
neglect
ensuring appropriate physical, emotional and psychological support is available to and easily accessible by a person
following a report or allegation of abuse or neglect
ensuring the victim, family, guardian or other support person has the choice of pursuing the matter through the legal
system and be supported to access advice and services required.

Responding to an incident

1. Ensuring immediate safety

When an incident occurs, you must take action to ensure the safety and wellbeing of people involved.

If a client suffers a serious injury and requires medical treatment, you must immediately contact 000. If a criminal
offence has occurred and you, the client or others are in ongoing danger you must immediately contact the police and
other relevant services on 000.

2. Protect any evidence

Make sure that any evidence is not disturbed.
Protect the area where the incident took place until police arrive.
Do not clean, and do not let people enter the area.
If the client has been recently sexually assaulted, try to delay bathing until police arrive, or has been seen by a
sexual assault service.
Encourage the client not to change clothing unless they have to for their wellbeing.
Do not interview the alleged offender.

3. Notify Midway Community Care

Where an incident has occurred you should immediately notify your Line Manager by phone.
If you are unable to reach your Team Leader you can contact the Manager or Operations Manager.
Complete an incident report and required information as per Midway Community Care's incident management
procedures.

4. Reporting considerations

A worker's role is to report, any incidents or concerns, not to investigate. When in doubt, report it. Record the details
of what the client has told you, using their exact words if possible.
Record what you saw and heard, what you did, and the details of any witnesses. Stick to the facts — do not include
opinions.

5. Action to be taken

The Operations Manager will review the incident to determine whether an external report needs to be made (see
below).
Each client must be provided with information about the use of an advocate (including an independent advocate) and
access to an advocate will be facilitated where allegations have been made.
Advocacy services can be located through the Disability Advocacy Finder.
A copy of the incident must be provided to Human Resources.

6. External reporting child protection:

https://disabilityadvocacyfinder.dss.gov.au/disability/ndap/


Abuse, neglect and exploitation v2 Current at 19 Nov 2021

Midway Community Care Page 6 of 8

Concerns relating to child protection can be reported via the Department of Communities Child Protection and Family
Support

Police:

Alleged crimes must be reported to police.
The WA Police Force acknowledges that there are issues that may prevent people with disability engaging with police.
If a client does not wish to speak directly to police, they can call the National Disability Abuse and Neglect Hotline who
may also assist in handling an abuse claim.

The NDIS Quality and Safeguards Commission:

The following incidents (including allegations) arising in the context of NDIS supports or services must be reported to the NDIS
Commission:

the death of an NDIS client
serious injury of an NDIS client
abuse or neglect of an NDIS client
unlawful sexual or physical contact with, or assault of, an NDIS client
sexual misconduct committed against, or in the presence of, an NDIS client, including grooming of the NDIS client for
sexual activity
the unauthorised use of a restrictive practice in relation to an NDIS client.

A report must be made through the NDIS Commission Portal within 24 hours of becoming aware of the incident.

The Operations Manager is responsible for collating and reporting the incident in the NDIS Commission portal (as the
'authorised reportable incidents notifier').
Login to the NDIS Commission Portal and select My Reportable Incidents' tile at the top of the screen.
Complete an Immediate Notification Form.
A 5-day notification form will also need to be lodged and the Commission may require a final report. Refer to the
Incident Management Procedure for more detail.
The CEO is responsible for reviewing and approving the incident for submission to the NDIS Commission (as the
'authorised reportable incidents approver').

Other reporting considerations:

Managers will determine who else needs to be informed (such as families, guardians etc).
A death relating to abuse and neglect would need to be reported to the Coroner.

7. Assessment and investigation

Midway Community Care will investigate the incident and seek to determine:

Whether the incident could have been prevented.
How well the incident was managed and resolved.
What, if any, remedial action needs to be undertaken to prevent similar incidents from occurring.
Whether other persons or bodies still need to be notified or updated on the incident.

Midway Community Care will keep the client up-to-date with any progress on the investigation.

8. Corrective action

Corrective steps may include, but are not limited to:

Disciplinary action or dismissal.
Training or education of workers.
Modification of the environment.
Development or amendment of a policy or procedure.
Changes to the way in which supports, or services are provided.

https://www.dcp.wa.gov.au/Pages/Home.aspx
https://www.jobaccess.gov.au/complaints/hotline
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Practice improvements.

9. Record keeping

Midway Community Care, will ensure records of the incident are maintained in the incident management system. At a
minimum, Midway incidents investigations must include:

Description of the incident—including the impact on, or harm caused to, any person with disability.
Nature of the incident—details of whether the incident is a reportable incident. Details of the incident—if known, the
time, date, and place at which the incident occurred or if not known, the time, date and place at which the incident
was first identified.
Assessment—details of assessment of the incident in relation to (among other things) whether it could have been
prevented, how well it was managed and resolved, and whether anyone else needs to be notified of it. Contact details
—the names and contact details of the persons involved in the incident and any witnesses to it. Response—the actions
taken in response to the incident.
Consultations—any consultations with the client affected by the incident and whether the person has been given
reports or findings regarding the incident.
Investigation—the details and outcomes of the investigation, and Documenter — the name, position and contact details
of the person making the record of the incident.
The NDIS Commission may require Midway Community Care to submit records in relation to the investigation of
incidents. Such information may include:
the number and frequency of incidents
when and where incidents occur
the type of incidents that occur; and who is involved in incidents (for example, whether particular workers and/clients
are involved in multiple incidents).
Refer to Midway Community Care's Incident management for more detail on record keeping requirements.

10. Debriefing and learning

After an incident involving violence, exploitation, neglect, and abuse Midway Community Care will:

Provide information to the affected client about how the incident has been managed.
Provide support and counselling to any affected staff.
Identify the cause of the incident and what continuous improvement activities could prevent future incidents.
Develop a plan for action to prevent similar incidents occurring again.
Review this policy and procedure to identify whether it was followed and whether it requires revision.
Provide staff training and additional supervision as appropriate.

Abuse and neglect responsibilities

all staff are responsible for providing supports and services in a manner consistent with the Code of Conduct and
treating individuals with respect and dignity at all times
all staff are responsible for responding promptly and sensitively to protect the victim from further harm
key management personnel are responsible for ensuring all staff and volunteers are aware of, trained in, compliant
with, and implement the policies and processes to prevent and respond to abuse, neglect and exploitation of
individuals
key management personnel are responsible for informing the appropriate authorities (e.g. police), and the victim’s
family, guardian or substitute decision maker of alleged or suspected incidents of abuse or neglect, unless the guardian
or decision maker is the alleged or suspected perpetrator
all staff and witnesses will cooperate with the investigations of police or other external agency.

What is not abuse and neglect
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to restrain an individual in accordance with an approved behaviour support plan authorised by a restricted practices
authorisation mechanism
to take reasonable steps to disarm an individual seeking to harm themselves or others
to separate individuals who are fighting
to move an individual out of harm’s way
to restrain an individual from causing intentional damage to property, in self-defence, or in the defence of others.

Breach of abuse and neglect policy

Any workers found to be perpetrating any form of abuse or neglect will lead to disciplinary action including termination of
employment.

Any attempt to cover up or failure to report suspected or actual incidents of abuse will lead to disciplinary action including
termination of employment.


