
 

5.1 INCIDENT MANAGEMENT 

There are various models for managing health and safety incidents, the VEHICLE ACCESS 

SOLUTIONS process is based on five steps common to most of these and it must be used for all 

work-related incidents. The five steps to managing incidents are presented as an acronym – SEEKS: 

S – Safe, secure, notify 

E – Evidence and facts 

E – Establish why 

K – Key actions to prevent recurrence 

S – Share learning with others 

Workers and others are required to report all incidents and injuries to their team leader / manager or 

VEHICLE ACCESS SOLUTIONS contact person immediately, this includes near misses.  

The manager of the area where an incident occurs is responsible for managing the investigation and 

is accountable for all follow up actions. Assistance can be sought from the Health and Safety 

Manager however the area manager remains primarily responsible.  

Incident investigation is to be a ‘no blame’ exercise, with the focus primarily on establishing exactly 

what happened, identifying root causes (usually system deficiencies) and implementing actions that 

prevent recurrence. 

Incidents with a potential severity rating of ‘moderate’ to ‘very high’ or that result in medical treatment, 

lost time or a more serious physical consequence; must undergo a full investigation. Incidents that 

result in first aid or are rated as such that they would never likely exceed ‘low’ or ‘very low’ potential 

should undergo a minor review to determine preventative actions.  

Minor investigations should be completed within 24 hours; full investigations must be completed as 

soon as possible after the event, but allowing sufficient time for detailed inspection, examination and 

testing if required. 

Confidentiality of information related to incidents and injuries is to be maintained, ensuring regulatory 

requirements governing personal information are not breached i.e. medical details that disclose the 

identity of a person. 

Incident and injury reporting 

Workers and others must report all incidents, regardless of the severity, to their manager or contact 

person immediately (immediate implies within one hour for injuries). If working at a location where 

communication is restricted or impaired, the incident must be reported as soon as a method of 

communication is available. Reports must be made verbally either in person or via phone if working 

remotely and recorded on the VEHICLE ACCESS SOLUTIONS Incident Report Form. 

If there has been an injury, the injured person may need to report it to the local workers compensation 

regulator, if this is the case, the workers manager should obtain a Worker Compensation Claim Form 

from the injury management coordinator.  

 

 



 

Internal Notification (see notification table) 

For incidents rated moderate or resulting in medical treatment or lost time – immediate notification to 

the site or function manager and the health and safety manager is required; lost time injuries must 

also be notified to executive level. 

Incidents rated high and very high and/or resulting in hospitalisation, serious injury or fatality require 

immediate (within one hour) notification to; executive level and the health and safety manager by the 

site/function manager.  

The Incident Notification Contact List should be kept by workplace telephones or in a prominent place 

External Notification  

The incidents requiring notification to a regulator are specified on regulator websites and are detailed 

in the legislation of each jurisdiction, managers should familiarise themselves with these 

requirements.  

If an incident requires notification to a regulator the manager must ensure the incident scene is not 

disturbed and contact the health and safety manager immediately. The health and safety manager 

should work with the local manager to:  

- make telephone contact with the regulator if required in their jurisdiction 

- ensure the notification is made in the format and within the timeframes specified by the 

regulator 

- ensure the incident scene is not altered until the regulator gives approval to clean up and 

resume work 

- ensure all instructions given by the regulator are complied with 

- ensure all relevant stakeholders are made aware of the incident  

Incident Investigation SEEKS 

The SEEKS process is summarised by the following process: 

S – safe, secure, notify: is the first step in the incident management process and requires immediate 

steps be taken to:  

- activate site Emergency Response Plans 

- protect the health and safety of workers and others, including incident responders, by 

restoring containment, and eliminating or controlling hazards as quickly as possible 

- prevent access to areas where there is still a risk of harm 

- arrange rescue and provide first aid or medical attention if required 

- secure and preserve the incident scene until management has given permission to clear the 

scene and continue work 

- report the incident and notify relevant stakeholders 

E – evidence and facts: is the second step in the incident management process and requires an 

investigation be undertaken. Key actions include: 



 

- initial review of the incident by the manager (& health and safety manager if significant 

incident) to determine the potential severity using the Potential Severity Matrix 

- based on the severity and nature of the incident, select the investigation team giving 

consideration to the skills, technical knowledge, resources and external expertise that maybe 

required 

- plan the investigation to determine who should be interviewed, the work areas and physical 

factors that need to be inspected and the documentation that needs to be reviewed 

- interview the people involved, witnesses and subject matter experts as soon as possible and 

document their feedback 

- the participant will  be involved throughout the process and have the opportunity to provide 

their input as required. 

- inspect the incident scene to gather and document physical evidence, take notes, 

photographs, video, sketches, etc. 

- obtain historical records (documentation) relevant to the environment, equipment, systems 

and people involved in the event and take copies of documents if needed 

- examine the evidence collected from these activities to determine the facts (must be factual 

only and exclude opinions or assumptions) 

- construct an incident timeline by sorting the facts into chronological order – Note the incident 

timeline should provide an accurate account of exactly what happened, this account can vary 

from the initial description of the incident reported as it is based on the results of a more 

thorough investigation rather than an initial report 

E – establish why: is the third step in the incident management process and requires the 

examination of contributing factors to establish the root causes and identify the opportunities for 

improvement to systems, human and physical factors that will prevent a recurrence: 

- from the incident timeline, identify the contributing factors and the direct cause of the incident 

(direct cause is usually the last thing to happen before the event) 

- there are many ways to analyse contributing factors and determine root cause, however, the 

simplest is to use a ‘5 why’ process (i.e. keep asking ‘why?’ until you cannot drill down any 

further; and when you can no longer ask why, this last answer should be a root cause). It is 

recommended this approach be applied to each contributing factor and the direct cause as 

there can be multiple root causes for any event 

- every investigation should identify at least one root cause; if this has not been achieved 

further work is required 

Note: In most cases a root cause should indicate a system failure or deficiency, however, it can 

occasionally be related to the physical workplace or human factors (system = process/procedures, 

physical = plant/materials/conditions, human = action and decisions).  

K – key actions to rectify: is the fourth step in the incident management process and requires 

corrective actions be applied to prevent a recurrence of similar incidents.  

- each root cause is to assigned corrective actions that will eliminate or minimise future risk; as 

with risk management, the hierarchy of controls must be followed 



 

- corrective actions must be selected in consultation with workers and others, and competent 

technically skilled people, when appropriate 

- corrective actions must be entered into the corrective action register and follow the standard 

corrective action process 

- timeframes for completion are to be set by the incident owner (manager) in consultation with 

assigned corrective action owners 

Note: It is expected that incident-related corrective actions will be balanced and address both 

systemic and practical issues in line with the hierarchy of controls and the reasonably practicable test. 

Corrective actions can include the use of communication-based administrative controls such as “hold 

a toolbox meeting”, “conduct training” or “counsel employee/disciplinary action”. However, they should 

not rely just on these activities; and in almost all cases some systemic or practical aspect of the 

workplace or systems should also change. 

S – share lessons learned: is the fifth step in the incident management process and involves sharing 

the investigation findings and corrective actions with other parts of the business where similar issues 

may exist, steps to share the information can include 

- writing and distributing health and safety alerts 

- discussing alerts at management and committee meetings as well team and tool box 

meetings 

Incident Closure 

Following implementation of corrective actions, the incident owner must review the actions in 

consultation with workers and others, to check effectiveness. Incidents will not be considered closed 

until all corrective actions have been completed and confirmed effective. 

Incident closure must be reported to the executive group. Progress of actions on high-risk incidents 

must be reviewed by the executive group every month until closure. 

Incidents rated moderate or higher must be co-signed by the manager, employee and HSE Manager 

to close the incident. 

VEHICLE ACCESS SOLUTIONS will seek external expert assistance to investigate and analyze 

incidents dependent upon the severity of the incidents and complexity of analysis required. When 

required, this must be approved by the executive group. 

VEHICLE ACCESS SOLUTIONS will seek external expert assistance to provide necessary support to 

the participant, this may be physical, psychological or other pending their requirements. 

 

Participant Communications 

If a participant wishes to view VEHICLE ACEESS SOLUTIONS a copy of our participant incident 

management process then they can apply through the site manager to receive a copy. 

Applications can be made via email: ndis@avagroup.net.au or phone 1300 827 827. 

It is intended that this be available through our website over the next 3 months. 

All participants are able to phone 1300 827 827 and ask how to submit an anonymous complaint or 

directly ask to speak to the General Manager. 

mailto:ndis@avagroup.net.au


 

 

Incident Management Process Flowchart 
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Incident Notification Flowchart 
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NDIS Incident Management & Reportable Incidents 

All NDIS related incidents are to be recorded and managed through the VEHICLE ACCESS 

SOLUTIONS incident management system.  If an incident is found to be a NDIS reportable incident, 

the General Manager will notify the NDIS using the 24-hour and/or 5-day NDIS report form.  If an 

incident is deemed not to be a NDIS reportable incident, it will be reviewed through the VEHICLE 

ACCESS SOLUTIONS internal incident management system alone. 

Using the NDIS 24-hour incident report form and/or 5-day incident report form 

The 24-hour NDIS incident report form is to be completed by the relevant VEHICLE ACCESS 

SOLUTIONS site manager within 24 hours of becoming aware of a reportable incident or allegation 

occurring.   If you use 24-hour form to notify the NDIS Commission of a reportable incident, there is 

a further form to be completed within 5 business days of becoming aware of the incident or allegation. 

If you have sufficient information to complete the 5-day notification within 24 hours, you may choose 

to complete the 5-day notification form. 

If reporting an incident which did not result in immediate harm or serious injury, the 5-day notification 

form is to be used. This form is to be submitted to the NDIS Commission with copies of documents 

relating to the incident. These documents could include incident reports, file notes, risk assessments, 

witness statements etc. For guidance, please refer to the NDIS Commission’s operational guidelines 

on reportable incidents and relevant fact sheets.  

On completion, email the form and any relevant documentation to: 

reportableincidents@ndiscommission.gov.au. 

 

Reportable Incidents to the NDIS 

VEHICLE ACCESS SOLUTIONS must notify the NDIS Commission about a reportable incident that 

occurs, or is alleged to have occurred, in connection with the NDIS supports or services delivered.  

NDIS reportable incidents are:  

 

Reportable incidents could occur in a variety of settings, but as long as there is a connection with a 

service delivered by VEHICLE ACCESS SOLUTIONS, then they must be notified to the 

Commissioner.  

Examples of where reportable incidents might occur include:  

• In the private home of a person with disability 

• In a residential care setting 

mailto:reportableincidents@ndiscommission.gov.au


 

• In supported accommodation 

• In the premises of the registered NDIS provider (for example, the rooms where therapy 

services are provided) 

• In the community where the registered NDIS provider is supporting the person with disability 

to access the community. 

A person with a disability causing serious harm, or a risk of serious harm, to 

another person. 

Acts by a person with disability where serious harm or a risk of serious harm, to any other person, 

including a worker, other people with disability, or the general public are to be reported to the NDIS. 

Serious harm means that the harm is not minor or trivial, it involves a substantial physical, emotional 

or psychological impact on the impacted person such as a serious injury, or serious emotional or 

psychological distress.  

 

Identifying and responding to incidents: a 6-step guide for workers. 

The manager of the area where the work is being undertaken is responsible for the prevention, 

responding to, and the reporting of incidents that may occur when VEHICLE ACCESS SOLUTIONS 

are providing a service to people with a disability. 

Identifying and responding to an incident 

1. Identify, prevent and mitigate 

• VEHICLE ACCESS SOLUTIONS must take all reasonable steps to prevent any form 

of harm. 

• Any identified risks of harm to people with a disability are to be reported to the site 

manager immediately. 

Should an incident occur: 

2. Ensure the immediate safety of everybody.  

• Call ‘000’ if required. 

• Notify manager.  

3. Respond to a disclosure 

• Document the event 

• Stay calm and reassure the person with the disability 

• be supportive, assist and involve the person affected by the incident to ensure their 

health, safety and wellbeing  

• do not question them about the event 

4. Protect the scene and any evidence  

5. Record and report 

• Record what’s you’ve seen and heard 

• Record witness/s names and statements 

6. Report to police 

• Report to your manager 

• Senior site manager to notify the police as soon as possible, of an allegation of a 

criminal offence against a person with disability 

 

 

 

 



 

NDIS Incident Management Process  

 

Process for the notification of a NDIS reportable incident 

 


