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As a support worker, a rewarding part of your role is the opportunity to build meaningful 

relationships with Participants as well as developing and using your skills and knowledge to 

support them to achieve their goals and aspirations.  These shared relationships give as much 

to you as they do to the Participants. 

Working under the NDIS you will be required to uphold the values of the scheme and adhere 

to the NDIS National Code of Conduct. As a support worker, you need to understand the NDIS 

Code of Conduct, expected behaviour, reportable incident requirements, and any additional 

competencies required for your role. You will be required to complete the on-line Orientation 

module and print off the Certificate of Completion. Depending on the type of role or job you 

have, you might need to have an NDIS Worker Screening Check.

In this section you will learn about dignity of risk, duty of care, National Code of Conduct and 

worker screening check, personal safety and record keeping.

Your G8WAY… To the support worker role

NOTE: If you have printed this PDF to study from you will need to return to G8Way 
to view any links to videos, websites and other documents referenced in this material.

01 g8way.net.au
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The balancing act between Dignity of Risk and Duty of Care is challenging. It requires you to 

think about risk differently. Instead of seeing risk as something to avoid, you need to think 

about a way to support someone to do what they want, safely.

A great way to understand dignity of risk and duty of care is to watch this video.  What is Duty 

of Care? Duty of Care vs Dignity of Risk

Dignity of Risk is about the right to take risks when engaging in life experiences.  Each 

person’s right to have choice and control is paramount. 

 

Everyone has the right to make informed choices, to experience life, and have the freedom to 

learn and grow from our mistakes.  

Duty of Care is a legal responsibility. It requires you to take reasonable care to protect 

another person from foreseeable harm. Duty of Care applies to the person you support, 

families and carers, other support workers, and may also apply to the general community 

when working within a community environment.

A duty of care exists when your actions could reasonably be expected to affect other people. 

If someone is relying on you to be careful, and that reliance is, in the circumstances, 

reasonable, then it will generally be the case that you owe them a duty of care.  As a support 

worker you need to be clear about the care or support that you are providing and on which 

the Participant is relying. Failure to exercise care may lead to foreseeable injury (in other 

words it could have been avoided with due care taken).

Dignity of Risk

Duty of Care

Dignity of risk and duty of care

9m 03s

What is Duty of Care? 
Duty of Care vs Dignity of Risk
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Breach of duty of care

A breach of duty of care exists when it is proven that the person who is negligent has not 

provided the appropriate standard of care. That is, the support worker (or agency) has done 

something that they shouldn’t have done or failed to do something they should have done.

Minimising harm

Safeguards aim to prevent and effectively respond to abuse, violence, neglect, discrimination 

and exploitation. This applies to Participants, support workers, family and carers.

As a support worker your clear guidelines on harm minimisation based on Workplace Health 

& Safety and Privacy legislation are part of workplace policies and procedures.

Positive behaviour support

A behaviour support plan is a document prepared in consultation with the person with 

disability, their family, carers, and other support people that addresses the needs of the 

person identified as having complex behaviours of concern. The behaviour support plan 

contains evidence-informed strategies and seeks to improve the person’s quality of life. 

A behaviour support plan can only be developed by practitioners who are considered suitable 

by the Commissioner to undertake functional behaviour assessments and develop behaviour 

support plans. Behaviour support practitioners (whether a sole provider or employed by a 

provider) must be registered with the NDIS Commission to provide specialist behaviour 

support.

Positive behaviour support aims to ensure a better quality of life by reducing harmful 

incidents. It is a comprehensive approach to assess, plan and intervene to reduce and 

eliminate a Participant’s perceived behaviours of concern. Positive behaviour support seeks to 

understand the individual and strategies are developed to be included in the Participant’s 

plan to guide your actions when necessary. 

The aim of positive behaviour support is to reduce and eliminate restrictive practices.

There is a primary emphasis on upholding the rights of the person with disability by looking to 

In Practice
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support the person through evidence-informed, person-centred strategies reflected in a 

behaviour support plan. 

There may be limited circumstances in which a regulated restrictive practice is used. The use 

of restrictive practices must be:

Use of a regulated restrictive practice must be reported to the NDIS Commission.

used only in response to a risk of harm to the person with disability or others, as a last 

resort

authorised in accordance with any state or territory legislation and/or policy requirements

in proportion to the risk of harm and used only for the shortest possible time.

Limitation of rights

The use of regulated restrictive practices is one of the most extreme forms of limiting an 

individual’s human rights. ‘Restrictive practice’ means any practice or intervention that has the 

effect of restricting the rights or freedom of movement of a person with disability, with the 

primary purpose of protecting the person or others from harm. Any restrictive practice that 

has not been formally ordered and is not in a Participant’s plan is illegal. To protect yourself, 

your organisation and most importantly the Participant, make sure you are adequately 

trained in restrictive practices before you are expected to administer any. 

Restrictive practices represent a serious risk to the human rights of people with disability and 

there is a need to ensure there will be appropriate reporting and scrutiny of the use of 

restrictive practices in the NDIS. For this reason, the NDIS Quality and Safeguarding 

Framework requires that the delivery of specialist behaviour support services and use of 

restrictive practices should only be undertaken by registered NDIS providers and be managed 

by the National Disability Insurance Agency (NDIA). 

There are five categories of regulated restrictive practices that are monitored by the NDIS 

Commission. These are:

Seclusion - the sole confinement of a person with disability in a room or a physical 

space at any hour of the day or night where voluntary exit is prevented, or not 

facilitated, or it is implied that voluntary exit is not permitted.

Chemical restraint - the use of medication or chemical substance for the primary 

purpose of influencing a person’s behaviour. It does not include the use of medication 
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prescribed by a medical practitioner for the treatment of, or to enable treatment of, a 

diagnosed mental disorder, a physical illness or a physical condition.

Mechanical restraint - the use of a device to prevent, restrict, or subdue a person’s 

movement for the primary purpose of influencing a person’s behaviour but does not 

include the use of devices for therapeutic or non-behavioural purposes.

Physical restraint - the use or action of physical force to prevent, restrict or subdue 

movement of a person’s body, or part of their body, for the primary purpose of 

influencing their behaviour. Physical restraint does not include the use of a hands-on 

technique in a reflexive way to guide or redirect a person away from potential harm/

injury, consistent with what could reasonably be considered the exercise of care 

towards a person.

Environmental restraint - which restrict a person’s free access to all parts of their 

environment, including items or activities.

Tell me more

Achieving the balance

The NDIS Quality and Safeguards Commission has determined that both the development 

and implementation of Participant behaviour support plans that may include restrictive 

practices are to be done only by service providers approved to do so and registered by the 

NDIS Commission. Use of a regulated restrictive practice must be reported to the NDIS 

Commission.

Registration of providers gives the NDIS Commission the necessary level of oversight of 

behaviour support and restrictive practices. If a regulated restrictive practice is used it must 

only be as a last resort, a person’s safety or the safety of others is at risk and it is the least 

restrictive intervention.

Behaviour support
(NDIS Participants)
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Rights are paramount.

Ask: Is the Participant I support in charge? If not, understand why. Is there an 

opportunity for me to support the Participant to have a more active role in decision 

making?

Duty of care is not meant to create restrictions for Participants. 

Ask: Is the activity or behaviour or activity something that anyone else in the 

community could choose to do?

Work with Participants to develop their skills so that they can make their own 

decisions, better communicate their choices and become more independent. 

Ask: How can I support the Participant to do it safely?

The Code of Conduct helps promote safe and ethical service delivery. It can have both 

a preventative effect, by clearly setting out expectations of service providers and 

support workers, and a corrective effect, enforcing the compliance of service providers 

and support workers who engage in unacceptable conduct in the NDIS market.  

Worker Screening is a way to check that the people who are working or wish to work 

with the NDIS don’t present an unacceptable risk to people with disability. It provides 

employers with an important tool for their recruitment, selection and screening 

processes, and in the ongoing review of the suitability of their workers.

A compulsory e-learning orientation module will be introduced for registered providers  

who will need to demonstrate that their support workers have undertaken it as part of 

Supporting Participants to exercise choice and control means that they may choose to take 

risks – big and small ones.  Remember:

A commitment to strive for excellence and ensure quality in the NDIS market must come from 

support workers, service providers, regulators, professional associations, Participants, their 

family and carers and the wider community. Safe and high-quality outcomes for Participants 

receiving NDIS supports and services are influenced by how well all these groups work 

together and engage with each other.

To ensure the safety and quality of supports within the emerging NDIS market, it is important 

that national standards of conduct are set for all service providers and support workers. 

Commitment to quality
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their induction and training procedures. Unregistered providers will be able to choose 

to have their employees complete the induction module to differentiate them from 

other providers in the market. 

 

The reportable incident scheme requires you as a support worker to report an 

incident or alleged incident as soon as possible.

act with respect for individual rights to freedom of expression, self-determination 

and decision-making in accordance with applicable laws and conventions; and

respect the privacy of people with disability; and

act with integrity, honesty and transparency; and

promptly take steps to raise and act on concerns about matters that may impact the 

quality and safety of supports and services provided to people with disability; and

take all reasonable steps to prevent and respond to all forms of violence against, and 

exploitation, neglect and abuse of, people with disability; and

take all reasonable steps to prevent and respond to sexual misconduct.

NDIS Code of Conduct 

The NDIS Code of Conduct applies to all service providers of NDIS supports and services, 

regardless of whether they are registered. This can include workers who are paid or unpaid 

and includes people who are self-employed, employees, contractors, consultants and/or 

volunteers.

The obligations in the Code of Conduct are broad to account for the diversity of ability among, 

and requirements of, NDIS Participants. This includes diversity of race, ethnicity, disability, 

age, sexuality, gender identity, intersex status and relationship status. 

There are 7 minimum standards providers and workers must meet:

1

3

5

2

4

6

Tell me more
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Read more about the
NDIS Code of Conduct.
Guidance for Workers  

Tell me more

In Practice

The United Nations Convention on the Rights of Persons with Disabilities 

The National Disability Strategy 2012-2020 

The National Disability Insurance Scheme Act 2013

The National Standards for Disability Services

The National Standards for Mental Health Services

The Australian Consumer Law

Disability discrimination legislation

Carers recognition legislation

Work health and safety legislation 

The National Plan to Reduce Violence Against Women and their Children 2010-2022

The National Framework for Protecting Australia’s Children 2009-2020 

Workers are expected to adhere to the Code and should identify and report breaches to their 

NDIS provider. Anyone can make a complaint about NDIS funded supports and services, 

including alleged breaches of the Code. This includes people with disability, family members, 

friends, workers, advocates and other providers. In the first instance, people are encouraged 

to contact the provider to make complaints. 

The NDIS Commission can commence an investigation as a result of any information it 

receives about a worker’s potential breach of the Code whether it is in relation to a complaint, 

a reportable incident or from any other source. The NDIS Commission will work with all 

relevant people and conduct investigations fairly and efficiently and in accordance with the 

principles of natural justice. As a last resort, the NDIS Commission may ban workers or 

providers from operating in the NDIS market.

(For more about complaints see information hub Your G8Way….. To Quality and Safeguards)

When developing the Code of Conduct, consideration was given to broader policy, 

legislative and regulatory environments including: 
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NDIS Worker Screening Check  

Worker screening is a way to check that the people who are working or wish to work with the 

NDIS don’t present an unacceptable risk to people with disability. It provides employers with 

an important tool for their recruitment, selection and screening processes, and in the ongoing 

review of the suitability of their workers. 

A new NDIS Worker Screening Check is being introduced from 1 July 2019. This will replace the 

different arrangements operating in each state or territory and set a single national standard 

for all workers.

Once fully rolled out, it will enable a screened worker to deliver services and supports in any 

state or territory, or for any employer delivering services and supports under the NDIS, 

reducing paperwork for workers and employers, while increasing the safety of Participants.

As a part of the NDIS Quality and Safeguarding Framework, the Commonwealth and States 

and Territories will implement nationally consistent worker screening arrangements from 1 

July 2019. Until then, providers will need to comply with their state and territory worker 

screening arrangements. NSW (and South Australian) providers are subject to the new NDIS 

quality and safeguards arrangements from 1 July 2018 and have interim arrangements in 

place for worker screening based on their existing worker screening arrangements until the 

new NDIS Worker Screening Check commences on 1 July 2019.

The NDIS Worker Screening Check will start in the Australian Capital Territory, New South 

Wales, the Northern Territory, Queensland, South Australia, Tasmania and Victoria from 1 July 

2019, and in Western Australia from July 2020. Until then, existing state or territory worker 

screening or police check requirements will continue.

Who needs a check?

From 1 July 2018 in NSW and South Australia, if you work for a registered NDIS provider, you 

will need a check if you: 

are key personnel

are in a role for which the normal duties include the direct delivery of specified 

supports or specified services to a person with disability

are in a role for which the normal duties are likely to require more than incidental 

contact with people with disability.
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Your employer is responsible for assessing whether or not you need an NDIS Worker 

Screening Check clearance.

If you do not have more than incidental contact with people with disability as a normal part of 

your jobs (for example, if you work as administrative support staff), you are not mandatory to 

have a check, but your employer can still require you to get one.

If you are in another state or territory, your current state or territory requirements will 

continue to apply until the NDIS Commission starts in your area.

What do you need to do right now? 

If you work for a registered NDIS provider in New South Wales or South Australia, there will be 

some changes to who needs a check and what check you need to get:

From 1 July 2018, if you are already meeting existing state disability worker screening 

requirements, you can continue to work using your current state-based check until it 

expires. But if you haven’t had to have a check before, your employer might ask you to get 

one to meet the new requirements.

From 1 July 2019, you will be able to start applying for the new national NDIS Worker 

Screening Check instead of a state-based check.

If you start working in a role that needs a check after 1 July 2019 or your state-based 

check expires after that date, you will then need to apply for a new NDIS Worker 

Screening Check. More information on how to do that will be available closer to the date.

a criminal record check conducted before 1 July 2018 and within the last four years that 

showed that you do not have a conviction for a prescribed criminal offence, or

In Practice

Applying for a check: acceptable checks in New South Wales prior to 30 June 2019

If your employer requires you to have a clearance and you are working in New South Wales, 

you need to have:
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Your employer may ask you to obtain a criminal record check and provide a copy for their 

records or will organise one for you with your written consent. 

If you are asked to obtain your own, individuals requiring a National Police Check must

You can find out more about the New South Wales Working with Children Check, including 

information about whether you are eligible and how to apply, from the New South Wales 

Office of the Children’s Guardian.

a criminal record check is conducted between 1 July 2018 and 30 June 2019 and within the 

last two years that showed that you do not have a conviction for a prescribed criminal 

offence, or

a current New South Wales Working with Children Check clearance for those providing 

services to children in the NDIS.

complete an online application form available at www.police.nsw.gov.au,

present the confirmation page and proof of identity to a NSW Police station: and

pay the appropriate fee either online at the time of application by credit card or at a 

police station.

Tell me more

Exemptions

If you are a secondary school student on a formal work experience program, you will not 

need a check to work with people with disability in the NDIS. You should make sure that 

your employer has organised for you to be directly supervised by someone else who does 

have a clearance.

Office of the 
Children’s Guardian Office of the

Children’s Guardian

You can find out more 
information about the 
criminal record check 
from the New South 
Wales Police Force 
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NDIS Orientation Module 

A compulsory orientation module will be introduced by the NDIS Quality and Safeguards 

Commission for registered providers delivering supports, including registered sole traders 

and all employees of registered providers engaged in the delivery of supports. This extends to 

allied health professionals providing NDIS-funded supports. Registered providers will need to 

demonstrate that their workers have undertaken or are scheduled to complete the module, 

whether as an e-learning module or as part of their induction and training procedures. 

Unregistered providers will be able to choose to have their employees complete the induction 

module to differentiate them from other providers in the market.  

As a support worker, however you are employed, you will be able to complete the orientation 

module, as well as G8Way, to provide as evidence of your commitment to quality service 

delivery.

You work in complex environments. While there is legislation and operational policy to inform 

how you perform your duties, there are times when you may need to make difficult decisions 

in dynamic, often unpredictable circumstances.

Decision making can be compromised in such intense circumstances. This may impact on the 

quality of care, negatively affect outcomes and potentially be harmful or unethical. 

Safe work practices will help make sure that the Participant, you, your colleagues, the service 

provider and its resources are all kept safe.

Safe work practices

Workplace Health and Safety

Workplace health and safety legislation protects the safety of workers in all places where you 

work and lays out the obligations of your employer to manage and minimise the risk of 

accident or injury. 

Some common workplace health and safety practices include:

12 g8way.net.au



Collaboration to create and monitor safety systems: This involves talking to workers or 

setting up committees to discuss potential safety issues connected to the work being 

done. There are usually systems like safety audits to look for situations, practices or 

equipment that might cause harm or damage. Employers have a responsibility to fix or 

change any equipment or working situation which carries a risk to worker safety.

Information and training: Employers have a duty to give information to workers about 

known risks and safe work practices. This information should be part of an induction into 

the job tasks and site and part of ongoing training or coaching to ensure workers 

maintain an awareness of safety in the course of their work.

Analysing incidents and accidents: This is a practice that enables employers to see if there 

are any patterns in incidents or accidents that might show certain practices or equipment 

are regularly causing problems for workers.

Tell me more

Besides your workplace, there are other resources available about safe work practices that 

you may wish to access.  Such as:

Safe Work Australia

Home care –occupational 
health and safety 
compliance kit: How to 
control the most common 
hazardous tasks in the 
home care sector

Safe Work Australia

Reportable incidents

As a support worker you have a duty to report an incident or alleged incident as soon as 

possible. Any incident or allegation that could constitute a reportable incident. This includes: 
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the death of a person with disability 

any injury to a participant 

alleged abuse and/or neglect of a participant by: - a worker - another participant - a family 

member, another service provider, visitors, members of the community, etc. 

unlawful sexual or physical contact or assault  

sexual misconduct and 

unauthorised use of a restrictive practice. 

a supervisor or manager 

the person specified as the being responsible for receiving reports in the service 

provider’s incident management system 

a member of the service provider’s key personnel. 

Record the details of what the impacted person (or other person) has told you, using their 

exact words if possible. 

You should not interview the person who allegedly committed the abuse. However, if you 

witness any abuse, you should record what you have seen and heard. 

Record details of any witnesses. 

Record what you saw and did.

Who do you report incidents to? 

As a support worker you have a duty to report an incident or alleged incident as soon as 

possible to one of the following people:

When you become aware of a reportable incident, you should write it down: 

Every service provider’s incident management system must clearly identify personnel 

responsible for notifying the NDIS Commission and have clear reporting lines in place. If you 

are a smaller or sole provider, you may also be the person responsible for notifying an 

incident or allegation to the NDIS Commission.

Reporting to relevant personnel  

You may become aware of a possible reportable incident in many different ways, including 

seeing signs of possible abuse; disclosure by a participant; witnessing the event; and receiving 

information provided by another person.

In Practice
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DO NOT leave out any important details. 

DO NOT include anything that you did not directly hear or see.  

DO NOT include opinions or your interpretations. Stick to the facts. 

 Sign and date what you write

You should give any notes you have taken in relation to an incident to your supervisor or to 

the person who is responsible for handling incidents – unless they are alleged to be involved 

in the incident or have a potential conflict of interest. An example of a conflict of interest is 

when there is a personal relationship between a person and the alleged offender. If you have 

any concerns, seek advice from more senior management. 

You should also keep a copy of the notes.  Keep all records up-to-date, including progress 

notes, incident reports and other reports on the service provider’s incident management 

system. These are very important for police or other investigators and for keeping the NDIS 

Commission updated. Let relevant personnel know what information you have collected. 

Keep all notes and file information confidential and secure so it is not removed or destroyed.  

If you have contact with police or other investigators, tell them that you have kept notes, and 

provide them when asked. If an alleged offence has occurred, you may need to give a 

statement to police and appear in court as a witness. Your notes will be important.  

What if it seems like nothing happens after you report an incident or allegation? 

 If you believe that your report has not been properly dealt with, you have a responsibility to 

take further action. There is no simple answer to what you should do next, because every case 

Confidentiality

Other than reporting the matter to relevant personnel within your organisation and the other 

authorities mentioned above, you should generally not share any information about an 

alleged reportable incident with other workers unless you have been given permission to do 

so by the impacted person or your supervisor. The only exception is when it is essential in 

order to deal with an immediate safety issue. You must follow your organisation’s procedures 

for reporting, which should be documented in your organisation’s incident management 

system. 

Tell me more
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Ethics is often defined as moral principles or the rules of conduct that shape the way we live, 

what we do and the world we create through our choices. We ask ethical questions whenever 

we think about how we should act. Being ethical is a part of what defines us as human beings.

There are times when making ethical decisions becomes hard especially when you are 

working in disability support services because situations can be complex. You have a 

responsibility to the Participant, your organisation or colleagues and to yourself to do the 

right thing. Ethical dilemmas and questions are often emotionally charged and based on 

personal values. Ethical and legal issues that arise in the workplace are often interrelated.

There are aspects of personal behaviour and organisational practices which will impact ethics 

and acceptable workplace behaviour. It is important to be an actively involved in supervision, 

professional development and training. You can use these opportunities to develop your skills 

and knowledge so that you can provide quality services to Participants. 

Reportable incidents 
(NDIS Providers)

Ethics and workplace behaviours

is different. However, generally you should first ask your supervisor/manager what is 

happening about your report, if appropriate.  If, after doing this, you do not think the matter 

has been handled properly, you may wish to contact the NDIS Commission directly.  

What if negative action is taken against you for making a report? 

If you believe that you are being targeted or have had negative action taken against you 

because of reported information relating to a reportable incident, raise it as soon as possible 

with your relevant personnel if appropriate. You can also contact the NDIS Commission 

directly to discuss the matter. 

Read more about your role and the NDIS reportable incident scheme at: 
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Personal values and beliefs 

We all come to work with our own set of values and beliefs which are developed through our 

family background, education and other experiences. You may have been attracted to the role 

of support worker due to your own life experiences. These experiences often give you a 

strong set of values and attitudes that make you a great support worker and provide insight 

into the situation of the Participants you work with and their families.

It is important to understand your values and beliefs, so you can be aware of how they might 

be influencing the work you do. If we let our beliefs override the professional practice of our 

job role or influence the way we deal with Participants, then we are in danger of 

compromising the support provided.

This may lead to conflict between you and the Participants you support and could put you in a 

situation where you feel uncomfortable or uncertain about the actions to take.  In such 

circumstances you may seek clarification from your organisation’s policies or advice from 

professional associations.  In extreme cases, your decisions and actions may lead to personal 

liability and further complications.

Working as a disability support worker often raises ethical questions relating to the rights and 

choices of Participants we support. Ethical dilemmas and questions are often emotionally 

charged and based on personal values. Ethical and legal issues that arise in the workplace are 

often interrelated. For example, limiting someone to small amounts of their money so they 

don’t spend it all on soft drinks might seem ethical for health and wellbeing, while at the same 

time it may constitute financial or dignity of risk abuse. 

Some people may take advantage of situations in which their own interests can be served, 

and this can often result in the abuse of Participants or at the least the suppression of their 

interests and rights.  For example, a worker may decide to change a care routine to meet their 

own needs rather than the needs of the Participant.

It is important to be able to recognise when a situation is outside your knowledge and skills 

and ask for assistance or refer the situation to a supervisor or more experienced colleague.  

Whenever you feel uncomfortable about your job role, particularly when you feel what you 

are expected to do does not fit with your values and beliefs, it is best to seek advice. 

Dealing with ethical dilemmas
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For example, a Participant may wish you to arrange a sexual partner or request you purchase 

alcohol and the request conflicts with your personal moral standards.

Tell me more

What Are Your Values? Learn how to Identify Values and Beliefs 

This short video, Values and Behaviours, shows how an organisation has defined their core 

values and embedded them into the day to day work of all its employees and volunteers 

Website Mind Tools Video: What are 
your values?

02m 40s 02m 40s

Values and Behaviours

07m 42s

Job role boundaries

The legal stuff, the terms of employment and workplace policies and procedures help you to 

know who is responsible for what. Knowing job role boundaries helps to understand what is 

expected of us and what we should expect of others so that everyone is held accountable.

As a support worker, you need to understand the professional responsibilities and limitations 

of your job role. A job description usually provides this information and there may be other 

frameworks and guidelines that contribute to defining your job role. This will assist you to 

clarify and manage the professional boundaries of your support work. Part of that boundary 

management is the ability to clearly explain to Participants your role and the support you can 

provide. 

You may also get further understanding of your job role by discussing concerns with your 

manager and co-workers and taking opportunities to reflect on and improve your practice.
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Complaints handling and management 

This is an important way for the service provider to be accountable to the public and to 

Participants. Monitoring of complaints can provide valuable information about services and 

practices to review agency performance and the conduct of people that work there. It is the 

responsibility of every service provider to ensure all Participants have knowledge of and 

access to the complaints management and resolution system.

Individual support workers should welcome feedback and complaints. Complaints made by all 

parties must be acknowledged, respected and well-managed. This provides information about 

services that may not have been gained otherwise. Participants who wish to make a complaint 

should be made to feel comfortable about it and to be reassured that there will not be any 

withdrawal of services or other retribution. 

Tell me more

For more about complaints handling see information hub Your G8Way to Quality and 

Safeguards

To provide the best supports and services to Participants you need to take care of yourself. 

Professional quality of life recognises that when we help others we may have positive 

(Compassion Satisfaction) and negative (Compassion Fatigue) experiences. It is possible to 

experience both at the same time. 

Compassion fatigue may cause exhaustion, frustration, anger and depression typical of 

burnout or secondary traumatic stress which is a negative feeling driven by fear and work-

related trauma. 

Self Care
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Professional Quality of Life

Compassion, Satisfaction Compassion, Fatigue

Burnout

Work-related stress

Tips for self-care

Have rituals of self-care (e.g. through writing, leisure activities, being with others who 

make you feel good and safe)

Be optimistic (see the positive side of things)

Take stock - what’s on your plate?

Start a self-care idea collection

Find time for yourself every day – rebalance your workload

Delegate - learn to ask for help at home and at work

Have a transition from work to home

Learn to say no (or yes) more often

Learn more about compassion satisfaction, compassion fatigue and vicarious trauma

Joining a supervision/peer support group

Attend workshops/professional training regularly

Consider working part time (at this type of job)

Exercise and eat well

Building resilience 

Resilience is your ability to cope with difficult situations. It’s about how you draw on your 

strengths, engage support networks and identify what skills you need to cope better in the 

future.

According to Mental Health Connect, You can build your resilience by:
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knowing your strengths

building your self-esteem – have confidence in your abilities and the positive things in life

building healthy relationships

knowing when to ask for help

managing stress and anxiety levels

working on problem solving skills and coping strategies.

Tell me more

In Practice

What other say

There are some helpful ideas
for building resilience here 

12m 11s

Drowning in Empathy: The 
Cost of Vicarious Trauma | 
Amy Cunningham | 
TEDxSanAntonio   

Note: If you work for a service provider, find out about their employee assistance program. An 

employee assistance program (EAP) provides supports for work-related and personal 

problems that may impact on your ability to work, health & mental well-being

  36s

How to Manage 
Compassion Fatigue in 
Caregiving, Patricia Smith, 
TEDxSanJuanIsland   

Building Better 
Coping Skills    
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to record supports and services provided 

information related to Participants 

communications to other service providers 

record incidents or to satisfy legal requirements.

what information is required

who is responsible for collecting the information

what procedure will be used to collect the information

where it is kept

how long it is kept for and

how you dispose of records.

The importance of records management

Service providers and support workers must maintain accurate, legible and up-to-date records 

of the NDIS supports and services they provide and ensure that these are held securely and 

not subject to unauthorised access. 

The purpose of this obligation is to set minimum standards of conduct for support workers 

and service providers in relation to keeping appropriate records with regards to Participants. 

Registered service providers also have additional obligations in relation to record keeping, for 

example, in relation to reportable incidents as part of their registration. 

Records are kept for a variety of purposes, including

To ensure that you are keeping your records properly, you will need to establish

Records are also an important audit tool to monitor the quality and safety of supports and 

services and manage the acquittal of NDIS funding.

Whether you work for yourself or someone else you will need to ensure that any personal 

information collected is kept and used in a way that complies with the privacy legislation.

In Practice
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Write your notes as soon as possible after working with the Participant. This will ensure 

that you don’t forget to do it and that you have a clear recollection of what happened.

Make sure your writing is clear, concise and unambiguous. If someone else reads your 

notes you need to be confident that your message cannot be misinterpreted

Always use neutral language that is non-judgemental. Be careful how you describe 

situations and beware of letting your own biases show in your writing.

Stick to the facts of what happened and what you observed; don’t make assumptions 

about people and their behaviour.

Remember Participants have the right to access their own records. Would you be happy 

for the Participant to read what you have written?

Here are some helpful hints and some general rules about making notes in Participant files:
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