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Incident Management Handling Statement 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

What is an incident? 

An incident is any “unplanned event occurring as part of 
conducting business at Australian Unity including providing 
care or delivering a service, that could result in a negative 
impact on our customers, members or employees or could 
mean we have not met our obligations under law, regulation 
or regulated standard.”.  

An incident can include: 

• Falls, injuries, or medical emergencies 

• Medication errors or missed treatments 

• Abuse, neglect, or unexplained absence 

• Equipment failure or environmental hazards 

• Breaches of privacy or dignity 

• Near misses that could have caused harm 

What is an incident management? 

Incident management in aged care refers to the structured 
process of identifying, responding to, recording, and 
learning from events that may cause harm or risk to you, 
workers or visitors. It’s a critical part of ensuring safety, 
accountability, and continuous improvement in care 
delivery. 

Our Incident Management System (IMS) 

The key objectives of our IMS are: 

• Ensure prompt and effective responses to minimise 
harm 

• Maintain clear accountability and communication 

• Capture accurate data for analysis and continuous 
improvement 

• Comply with legislative and accreditation 
requirements 

Roles and Responsibilities 

Governing 
Body 

Oversees system effectiveness, 
approves policy, and drives culture. 

Management Maintains procedures, ensures staff 
training, and allocates resources. 

Staff and 
Contractors 

Report incidents promptly, participate 
in investigations, and adopt corrective 
actions. 

Customers & 
Supporters 

Encourage reporting, provide feedback, 
and engage in post-incident reviews 

 

 

Key Elements 

 

 

 

 

 

 

 

 

 

 

Externally Reportable Incidents  

In accordance with the Aged Care Act and Rules, we are 
required to externally report incidents to the Aged Care 
Quality Safety Commission (ACQSC) in accordance with the 
Serious Incident Response Scheme (SIRS). 

There are 8 types of SIRS reportable incidents as listed below. 
An incident needs to fit the definition of one of these 8 
categories to be reportable, otherwise, it is reported as an 
internal incident only. 

• Unreasonable use of force 

• Unlawful sexual contact or inappropriate sexual 
conduct 

• Psychological or emotional abuse 

• Unexpected death 

• Stealing or financial coercion of a customer by a staff 
member  

• Neglect  

• Inappropriate use of a restrictive practice in relation to 
a customer: 

• Unexplained absence from care 

Driving Continuous Improvement 

By systematically capturing, analysing, and responding to 
incidents and near misses, Australian Unity will gather the 
data and insights, which will inform us of continuous 
improvement initiatives that will be used to enhance care 
quality and safety over time and assist us to build collective 
knowledge. 
Concerns 

You have the right to report any concern, no matter how 
small it seems to workers or to the ACQSC. 

You can ask for updates on how your incident has been 
handled and what steps are being taken to keep you safe. 

 

Our commitment to you 
We are committed to keeping you safe by 
responding quickly, learning from every incident, 
and using insights to continually improve the 
quality of your care. 
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