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PROCEDURE11.0  
RISK MANAGEMENT

	
Number
	
Procedure
	
Related National Disability Insurance Scheme Quality Standard

	11.0(A)
	Defining Roles and Responsibilities
	1,2,3

	11.0(B) 
	Organisational Risk
	

	11.0(C)
	Conducting Safety and Maintenance Audits
	

	11.0(D)
	Managing Individual and Operational Risks
	

	11.0(E)
	Minimising Service User Risks 
	

	11.0(F)
	Identifying Service Delivery and Workplace Hazards
	

	11.0(G)
	Implementing Risk Controls
	

	11.0 (H)
	Use of Private and Work Motor Vehicles 
	

	11.0 (I)
	    Emergency and Disaster Plans 
	

	11.0(J)
	Duty of Care of Workers
	

	11.0(K)
	Criminal History Screening
	

	11.0(L)
	Applying for Blue Card, Yellow Card Exemption and NDIS worker Screening  
	

	11.0(M)
	Restrictive Practice
	

	11.0 (N)
	Risk Assessed Roles
	

	11.0 (O)
	Managing Psychosocial Risks
	


Definitions 

Dignity of assessing risk in relation to a person with a disability or mental health issue means the person has the right to be treated with dignity and respect in relation to their individual needs and circumstances and all aspects of their lives. It is intended to allow the person to decide to take a risk that is unlikely to jeopardise the person’s health or safety. Its purpose is to encourage independence and to help the person decide, in an assisted and monitored environment, the level of risk involved in an activity.
It is based on the premise that each individual has a right to experience and learn from situations that may involve risk. However, in no case is the person to be exposed to undue harm and risk.

A Hazard is anything with the potential to cause harm. It can include substances, plant, work processes and the work environment generally. For example, it includes energy (electricity), manual handling, noise and road traffic.

Risk is the likelihood of death, injury or illness because of a hazard.

Safety Management System means all service management processes that have been specifically developed by Better Together to promote a safe and suitable work environment for Better Together stakeholders.

Workplace is defined in the WH&S Act as follows and has the same meaning in this policy:

(1)	A workplace is a place where work is carried out for a business or undertaking 		and includes any place where a worker goes, or is likely to be, while at work.
(2)	In this section, place includes—
	(a)	a vehicle, vessel, aircraft or other mobile structure; and
	(b)	any waters and any installation on land, on the bed of any waters or 		        	floating on any waters.
So, in a practical sense, a workplace is the place where the employee is working, during the time when they are directed to be at work. This may include the office, Lagoon Creek Café and Function Room, the home of a supported person, in a vehicle or in a community facility.

11.0  (A)  Roles and Responsibilities

Rationale

Better Together believes maintaining a safe work and care environment includes three main elements:
environment - effective and well-maintained facilities and equipment
staff – induction, training and development 
Safety and Risk Management Policies and Procedures including clear roles and responsibilities

Detailed Procedure 
The management committee

The management committee will seek to ensure adequate resources are provided to meet health and safety objectives, to implement supporting strategies and to ensure a healthy and safe workplace for employees. In particular, the committee will seek to ensure the following:
appropriate health and safety policies and procedures are developed and implemented to enable the effective management of health and safety and to avoid risk to health and safety;
they are responsible for organisational risk management and ensure the manager is implementing the control strategies and that they are reviewed from time to time
systems are in place to develop, implement and review appropriate health, safety and welfare related policies and procedures;
mechanisms are provided to enable employees, and any employee representative, to be consulted about changes to the workplace, work practices, policies or procedures or any other proposal that may affect the workplace health or safety of employees;
the manager is provided with the necessary training, knowledge and skills to effectively carry out their health and safety responsibilities;
regular assessments are made of the manager’s health and safety performance;
workplace  health and safety performance is an integral component of Better Together’s business and financial plans;
it receives regular reports on health and safety performance, incidents, complaints, ;
annual workplace health and safety strategic plans are developed and implemented to meet health and safety objectives;
Risk Management Policies are reviewed to ensure they remain accurate and in line with legislative requirements.

The manager

The manager is responsible for coordinating the management of health and safety on behalf of the management committee. The manager will:
coordinate the identification, development, implementation and review of health and safety-related policies and procedures; 
ensure Safety and Risk Management Policies and Procedures are effectively implemented;
ensure all risks to health and safety are identified, assessed and effectively controlled;
identify, assess and implement measures to control hazards and risks to health and safety;
monitor the effectiveness of risk control measures and rectify deviations from standards;
identify, develop and provide relevant health and safety-related information and, where appropriate, provide instruction and training; 
monitor and advise on legislative and technical changes relating to health and safety;
assess whether staff, administration workers and Lifestyle Coaches have adequate knowledge and skills to carry out their health and safety responsibilities;
consult employees, and any employee representative, about any changes to the workplace, work practices, policies or procedures  and any other proposal that may affect the health and safety of service users and employees;
monitor and provide regular reports to the management committee about workplace health and safety performance;
oversee, and support, employees to ensure that they are aware of and follow policies and safe work practices;
investigate reported incidents and identify and implement basic cause and control strategies. 

Employees with supervisory responsibilities

An employee with supervisory responsibilities will be responsible for working conditions within their area of supervision to ensure:
relevant health and safety policies and procedures are implemented;
risk control measures are implemented, regularly monitored and maintained;
employees under their supervision are provided with the necessary information, instruction and training to effectively and safely carry out their jobs.

 Employees generally

Employees have a legal duty to take care to protect their own health and safety and the safety of the people they support to avoid adversely affecting the health and safety of any other person. Employees have a responsibility to:
report any incident or hazards to the manager or Café Manager if the incident or hazard happens or is present within the cafe area;
carry out their roles and responsibilities as detailed in the relevant risk management Policies and Procedures;
obey any reasonable instruction aimed at protecting their health and safety while at work;
use any equipment provided to protect their health and safety while at work;
assist in the identification of hazards, the assessment of risks and the implementation of risk control measures;
consider and provide feedback on any matters which may affect their health and safety or that of other staff and/or service users;
ensure they are not affected by alcohol or another drug which may endanger their own or any other persons' health and safety.

 Contractors and visitors

Contractors and visitors to Better Together are required to:
comply with the Risk Management Policies, procedures and practices established by Better Together;
observe directions on safety and risk management from designated staff of Better Together.

11.0 (B) Organisational Risk Management 

Rationale 
There are many aspects of a business that can be affected by poor risk and WHS management. The committee is responsible for identifying, assessing and controlling overarching risk to the organisation. 

Detailed Procedure 

The Better Together committee will oversee organisational risk management by;
· reviewing, assessing, updating and implementing controls for an organisational risk management plan. The management plan will cover risks in the areas of;
· Financial Management
· Natural or Man-made disasters
· Governance
· Human Resources
· Management of Information Technology and Data
· Workplace Health and Safety
· Premises at 1/11 Toovey Street, Caboolture
· Working from external locations
· National Disability Insurance Scheme Quality Practice Standards
· Auspicing Projects
· Epidemics and Pandemics 30 March 2020
· stay informed of risk via the managers monthly report 
· annually review performance (see policy 8.0 Service Management Governance) 
· review the undertaken annual audits which include audits of the;
· incident register 
· HIRAC forms
· Complaints register
· Conflict of interest register
· WHS and governance policy and Procedure review
· Governance 
· Financial 
· Committee skills 
· Strategic Plan 
· Insurance 

11.0 (C) Conducting Safety and Maintenance Audits

Rationale
Safety audits are an important part of the Better Together Risk Management System. It is important, however, that the staff member conducting the audit remains conscious of the objectives of the audit so they are focused on safety improvement and not punishment.

Detailed Procedure

The manager will, on a regular basis:
ensure that all workplace areas are audited to identify hazards and risks;
collate and respond to all hazards, incidents and complaints; 
review Risk Management Policies and Procedures in consultation with the management committee to assess the effectiveness of the policies and procedures by:
reviewing overall health and safety performances and role
assessing the effectiveness of policies and procedures (see policy 8.4 Continuous Improvement)
complete safety audits outlined in audit calendar
maintain and monitor a list of approved cleaning products for use by employees in a service user’s home;
         conduct or coordinate:
· if work is undertaken in a person’s home, a home safety audit and the preparation of an emergency evacuation plan (see policy 11.1 Safe Work Practices and Service Delivery) 

11.0 (D) Managing Individual and Operational Risks

Rationale
Better Together realises that to be effective, risk management must be part of the organisational culture and can only be properly achieved through the commitment and involvement of management and staff in the risk management process.

Detailed Procedure

Better Together will:
reinforce the importance of risk management and internal control by integrating it with all organisational governance objectives (see Policy 8.0 Service Management: Governance);
provide opportunities for operational activities to be discussed with staff so that they understand how they can contribute to risk assessment and management;
provide mandatory and ongoing staff training and development (see Policy 10.0 Staff Recruitment, Employment and Development);
ensure risks are identified, assessed, controlled and monitored to minimise any adverse impacts on service users and staff; 
review the risk management plan every 6 months or more frequently if considered necessary;
establish measurable objectives to ensure continued improvement aimed at the elimination of work-related and service delivery-related injury and illness.


11.0 (E) Minimising Service User Risks 

Better Together aims to provide excellent support to service users and a safe, stress-free and positive work environment for staff. Possible risks associated with an individual’s service delivery will be assessed in an effort to minimise incidents. 


Detailed Procedure

 Better Together will:
meet its WH&S obligations to service users and staff; 
ensure WH&S obligations are met in a manner that allows service users to take reasonable risks in their daily lives and without placing them, staff or others at risk of harm (see Policy 3.0 Choice, Control and Consent);
ensure a service user’s risk assessment and management are fundamental components of their Individual Support Plan;
ensure Hazard Identification Risk Assessment and Control forms are imputed for every activity a service users undertakes with a Better Together staff member and that it is  subject to on-going monitoring and review (see Policy 2.0 Individual Needs, Values and Planning );
ensure risk management takes into account the specific cultural, linguistic, religious and any other diverse needs of an individual;
provide information and documentation about risk management in relation to a service user to all staff involved in supporting the individual; 
ensure personal information is protected (see Policy 4.0 Privacy, Dignity and Confidentiality);
ensure staff have current risk management competencies and, if not, receive training to achieve competency; 
provide staff with access to all Safety and Risk Management Policies and Procedures;
provide staff with a WH&S training;
advise staff on health and safety matters.

Implementing the Safety Management System 

Better Together will;
Complete the service user individual risk assessment that Identify overarching individual risks, and vulnerabilities behaviours of concerns and strategies for service users:
assisting individual with decision making by providing relevant information and discussing consequences of actions and associated risks; 
essential information about the individual.
When developing and reviewing individual support plans, the manager or assistant manager will:
utilise the HIRAC Risk Assessment Matrix to measure the frequency of the activity and gauge the severity of any negative consequences that could occur;
develop proactive responses which aim to reduce the level of identified risk;
follow up with support staff if required and provide ongoing assistance;
ensure a Home Safety Checklist and a Home Emergency Evacuation Plan are completed for:
the residence of a host independent living guide
a service user’s residence if in-home support services are provided
ensure that support staff:
receive the appropriate training in accordance with Policy 10.0 Staff Recruitment, Employment and Development
complete File Notes after a support shift which may register:
a new identified risk
an incident
a health or safety concern (see Policy 10.0- Monitoring Staff Performance)
complete HIRAC forms as required
take appropriate action when an incident or hazard has been reported; 
provide training and instruction for all staff and others in relation to any new control measures that are implemented across the organisation;

11. 0 (F) Identifying Service Delivery and Workplace Hazards

Detailed Procedure

Better Together’s hazard identification strategies generally fall into two categories, planned and incidental.

Better Together implements the following planned hazard identification:
workplace inspections
equipment inspections
home inspections
venue inspections
support plan risk assessment.
hazards may include physical and psychosocial hazards
      In this context, it also gathers essential Information about service users.

Incidental hazards are identified in the following way:
an entry in HIRAC created by Lifestyle Coaches or anyone else with appropriate access
an Incident Report created by Lifestyle Coaches or anyone else with appropriate information
incident investigation conducted by the manager
file notes completed by Lifestyle Coaches, checked and actioned by the manager or assistant manager.

When an incidental hazard is identified:
the Lifestyle Coach will immediately take precautions to minimise the hazard 
create an entry in the HIRAC form 

Hazard Reporting Process
On receiving a report of a hazard from a Lifestyle Coach that is an ongoing risk to either the service user and or staff member, the manager or a delegated senior staff member will:
investigate the identified hazard;
take action to reduce the likelihood of an incident occurring;
instigate measures to remove the hazard, if it has not already been done;
amend all relevant plans, policies and procedures where necessary

11.0 (G) Implementing Risk Controls

Hazards and incidents will be assessed for the level of risk they present and risk controls implemented accordingly. 

Detailed Procedure

Better Together staff will be provided with information regarding the following risk controls implemented by the organisation:
first aid kits
emergency procedures
Individual Support Plans, HIRAC’s for Service User activities,  Risks and Trigger, Positive Behaviour Support Plans,
communication and reporting
safe work procedures
maintenance procedures
food safety
medication requirements and procedures (only if required)
hazardous substances procedures
infection control 
hand hygiene 
fire and electrical safety
manual handling
violence and harassment.
(See Policy 9.0 Protection of Legal and Human Rights and Prevention of Abuse and Neglect
Policy 10.0(O) Equity, Anti-Discrimination and Workplace Harassment
Policy 10.0(P) Eliminating Workplace Bullying

11.0 (H)		Use of Work Motor Vehicles

Rational 

Safe use and management of motor vehicle used for Better Together service delivery.

Detailed Procedure;

Better Together management will ensure work vehicles;
· are comprehensively insured;
· registration is current 
· will not be used for transporting any one other than Better Together Service user  
· have a first aid and fire extinguisher in them
· have a log book the records who drives the vehicle, and when and for how far. 
· Annual regular maintenance maintained.

[bookmark: _Hlk49509794]11.0 (I) Emergency and Disaster Plans 
Rational
Better Together supports and services are not 24hrs a day for any of our service users, however ensuring our service users have continuity and are safe in times of emergency are also important.

Detailed Procedure
Better Together will;
· Ensure service delivery of Better Together have processes in place to ensure as much continuity of supports as possible (see 5.4 policy continuity of support) 
· Every service users will have an emergency plan developed to outline what should happen if their career was unable to take care of them see policy 11.3 Disaster Management Policy and Procedure
 
11.0 (J) Duty of care of workers

The WH&S Act, section 28 states that the duty of workers as follows:
While at work, a worker must—
(a)	take reasonable care for his or her own health and safety; and
(b)	take reasonable care that his or her acts or omissions do not adversely affect the health and safety of other persons; and
(c)	comply, so far as the worker is reasonably able, with any reasonable instruction that is given by the person conducting the business or undertaking to allow the person to comply with this Act; and
(d)	co-operate with any reasonable policy or procedure of the person conducting the business or undertaking relating to health or safety at the workplace that has been notified to workers.

Procedure

Employees will use their professional skills and experience to decide on what actions they should take in each situation of potential harm. Where possible, if unsure decisions should be discussed with the manager.

Employees must not carry out tasks which require qualification or training that they do not have. When considering the duty of care owed to a service user in a particular situation, be mindful of the need to afford the user dignity of assessing risk, that is, the right of informed individuals to take calculated risks. 
Employees will promptly report concerns about the safety of service users to the manager via email.

11.0 (K)		Criminal History Screening
The purpose of obtaining a working with children check with a yellow card exemption (now NDIS worker screening) is to safeguard the organisation and its service users against appointing management, committee members and recruiting staff who have been convicted of criminal offences that may present increased risks to the organisation. The risk includes a range of factors including possible fraud or the misappropriation of funds or the person’s suitability to provide services to adults and children with disabilities. 
While the principles of natural justice will apply in all decisions, the overriding consideration will always be given to the safety and well-being of people with a disability. 
Better Together will:
· Ensure all committee members, employees, volunteers and Contractors attain a Blue Card NDIS worker Screening check card 
· Ensure all new applicants are not to commence supports until they have received notification that their NDIS worker screening card has been approved.  
· Require short-listed applicants to provide documentary proof of identity, such as a Passport or Driver’s License.
· Actively monitor Positive Notice Exemption expiry dates for all staff, management committee members, and volunteers through a Blue Card, NDIS worker screening card reports run out of Flow Logic.
· Inform staff members 3 months prior to their cards expiring they need to renew. If a staff member does not submit the renewal paperwork before their card expire, they will not be able to work until their new card has been approved.
· The screening process in now a no card no start process
· If a worker is temporarily suspended for not attaining their card within the timeframe given they will be given 3 months of suspension. If they still do not acquire a card in this time the organisation may choose to terminate employment. 


11.0 (L) Applying for and Renewing Blue Card, NDIS Worker screening card. Yellow Card Exemption

Detailed Procedure:

Administration Staff or Management will regularly check the blue and yellow card reports when a blue card / yellow card / NDIS worker screening is due for renewal
Staff are advised by email, or phone 3 months before there cards expires 
Administration or Management will send a copy of the link to apply for a new card to the staff members email address 
Staff will inform management when they have completed their application 
Management will access the NDIS worker screening portal and verify that the staff member works for Better Together
Staff will send management a copy of the email receipt that the form has been lodged. 
The staff will complete and upload all the relevant sections into flow logic 
The staff will save and send to management acceptance of getting being approved for a blue card, yellow card exemption
Staff will save scanned or photos of their blue and NDIS worker screening cards into flow logic once they have received them in the mail

11.0 (M) Restrictive Practices
(See Policy 9.01 Positive Behaviour and Reduction of Restrictive Practice)
11.0 (N) Risk Assessed Roles 

Rational 
Better Together supports many different vulnerable individuals. Understanding the risks association with each position supports in identifying control measures for Better Together to implement to reduce risks. 

Details Procedure: 
Better Together will:
· Risk assess all positions within the organisation to determine the risks and what controls need to be implemented. 
· Consider the following categories when assessing risk: 
· decision-making authority
· contact with vulnerable clients
· finance delegation 
· system access
· access to significant assets
· job requirements – whether they deliver specific supports and/or how much incidental contact they may have. 
· Identify which roles require screening checks
· Keep records of risk assessed roles and for workers in risk assessed roles in a register

11.0 (O)	 Managing Psychosocial Risks

Rationale
Better Together recognises that psychosocial hazards are a normal part of work and may arise from the design, management and delivery of services, including exposure to challenging behaviours, workload demands, workplace interactions and organisational change.
If not effectively managed, psychosocial hazards may result in psychological harm, reduced wellbeing, increased absenteeism and may impact on the quality and continuity of supports provided to service users.
Better Together is committed to identifying, assessing, controlling and reviewing psychosocial risks as part of its overall risk management system to ensure the health, safety and wellbeing of employees and service users.

Detailed Procedure
Better Together will:

Identification of Psychosocial Hazards
• identify psychosocial hazards as part of routine hazard identification processes, including through:
· workplace, home and service delivery risk assessments 
· supervision sessions and team meetings 
· incident reports, complaints and file notes 
· staff feedback and consultation 
· review of service delivery demands and rostering practices 
• recognise psychosocial hazards may include:
· exposure to challenging behaviours or distressing situations 
· high, low or fluctuating workloads 
· unclear roles, responsibilities or expectations 
· workplace conflict, inappropriate behaviour or poor communication 
· isolated or remote work 
· organisational change or uncertainty 
• ensure identified psychosocial hazards are recorded through existing systems, including:
· HIRAC forms 
· incident reports 
· risk registers where appropriate 

Assessment of Psychosocial Risks
• assess identified psychosocial hazards using the HIRAC Risk Assessment Matrix, considering:
· likelihood and frequency of exposure 
· severity of potential harm 
· number of workers affected 
· duration of exposure 
• determine the level of risk and prioritise action accordingly
• ensure significant psychosocial risks are escalated and recorded within the organisational risk management system

Implementation of Risk Controls
• implement control measures to eliminate or minimise psychosocial risks so far as reasonably practicable
• ensure control measures focus on organisational factors, including:
· adjusting workload, rostering and service delivery expectations 
· clarifying roles, responsibilities and communication processes 
· providing appropriate supervision and support to staff 
· ensuring staff have the skills, training and resources required 
· modifying work environments or practices where risks are identified 
• ensure control measures are communicated to relevant staff and implemented in a timely manner

Responding to Psychosocial Hazards, Incidents and Concerns
• respond to psychosocial hazards, incidents or concerns in accordance with:
· Policy 8.9 Incident Management 
· Human Resource procedures (e.g. performance management, grievances) 
· Policy 9.0 Protection from Abuse, Neglect, Exploitation and Discrimination 
• ensure:
· immediate risks to staff and service users are addressed 
· appropriate action is taken to reduce further risk 
· affected staff are provided with support and follow-up 
• ensure confidentiality is maintained where appropriate

Consultation with Staff
• consult with staff when:
· identifying psychosocial hazards 
· assessing risks 
· implementing or reviewing control measures 
· making changes to work practices or service delivery 
• provide staff with opportunities to raise concerns safely through:
· supervision 
· team meetings 
· direct communication with management 

Monitoring and Review
• monitor psychosocial risks through:
· supervision and performance discussions 
· review of incident reports and complaints 
· analysis of trends in hazards and risks 
· staff feedback 
• review control measures:
· following incidents or identified concerns 
· when changes occur to work practices or service delivery 
· as part of routine risk management reviews 
• update risk assessments and control measures where required

Roles and Responsibilities
The Manager will:
• ensure psychosocial risks are identified, assessed and managed as part of the risk management system
• ensure staff are aware of their responsibilities in identifying and reporting psychosocial hazards
• monitor the effectiveness of control measures and escalate significant risks to the Management Committee

The Management Committee will:
• maintain oversight of organisational risk, including psychosocial risks
• ensure appropriate systems, resources and controls are in place

Employees will:
• report psychosocial hazards, incidents or concerns
• participate in risk assessments and implementation of control measures
• follow organisational policies and procedures relating to health and safety

Related policies and documents
Policy 2.0	Individual Needs
Policy 3.0	Choice, Control and Consent
Policy 8.0	Service Management: Governance
Policy 10.0	Human Resources
Policy 9.0	Protection of Legal and Human Rights and Freedom from Abuse, neglect, harm and exploitation. 	
Policy 9.01	Positive Behaviour Support and Reduction of Restrictive Practices
Policy 11.01 Safe Work environment
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  Number    Procedure    Related   National   Disability   Insurance   Scheme   Quality   Standard  

11.0(A)  Defining   Roles   and   Responsibilities  1,2,3  

11.0(B)    Organisational   Risk  

11.0(C)  Conducting   Safety   and   Maintenance   Audits  

11.0(D)  Managing   Individual   and   Operational   Risks  

11.0(E)  Minimising   Service   User   Risks    

11.0(F)  Identifying   Service   Delivery   and   Workplace   Hazards  

11.0(G)  Implementing   Risk   Controls  

11.0   ( H )  Use   of   P rivate   and   Work   M otor   V ehicles    

11.0   ( I )       Emergency   and   Disaster   Plans    

11.0(J)  Duty   of   Care   of   Workers  

11.0(K)  Criminal   History   Screening  

11.0(L)  Applying   for   Blue   Card,   Yellow   Card   Exemption   and   NDIS   worker   Screening     

11.0(M)  Restrictive   Practice  

11.0   (N)  Risk   Assessed   Roles   

11.0   (O)  Managing   Psychosocial   Risks   

Definitions       Dignity   of   assessing   risk   in   relation   to   a   person   with   a   disability   or   mental   health   issue   means   the   person   has   the   right   to   be   treated   with   dignity   and   respect   in   relation   to   their   individual   needs   and   circumstances   and   all   aspects   of   their   lives.   It   is   intended   to   allow   the   person   to   decide   to   take   a   risk   that   is   unlikely   to   jeopardise   the   person’s   health   or   safety.   Its   purpose   is   to   encourage   independence   and   to   help   the   person   decide,   in   an   assisted   and   monitored   environment,   the   level   of   risk   involved   in   an   activity.   It   is   based   on   the   premise   that   each   individual   has   a   right   to   experience   and   learn   from   situations   that   may   involve   risk.   However,   in   no   case   is   the   person   to   be   exposed   to   undue   harm   and   risk.  

