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[bookmark: _Toc234421097][bookmark: _Toc234425360][bookmark: _Toc237880399]Overview
The Client Incident Management System (CIMS) safeguards clients by providing timely and effective responses to incidents which harm them during service delivery, which in turn enables service providers to enhance service delivery by learning from incidents.
Limited updates have been made to the Client Incident Management System (CIMS) policy in 2026. The changes follow an implementation review of the key issues identified during the first 18 months of operationalising the December 2024 policy. 
Key changes affect the:
Absent client definition and guidance
Neglect definition 
Advising parties of the outcome of an investigation review. 
Small clarifications and corrections have also been made, such as updating external oversight bodies details. 
The December 2024 CIMS policy was introduced following a comprehensive review. Following the 2026 update, limited policy and technical changes will be made every 2 years unless significant changes are required. 
[bookmark: _Toc237880400][bookmark: _Toc234421098][bookmark: _Toc234425361]Summary of changes to the CIMS policy 
[bookmark: _Toc234425363][bookmark: _Toc237880401]Glossary
	Topic 
	Change type
	Brief description of the change 

	Staff member definition
	Clarification
	Wording change to clearly align with the RCS definition of employee. The updated definition will be easier to interpret and apply consistently. 

	The Standards
	Minor correction
	Removed from the glossary as not referred to in the CIMS Policy.

	Subject of allegation definition
	Clarification
	Include the term ‘harm’ in the Subject of allegation definition to clearly align with the CIMS definition of client incident. 


[bookmark: _Toc234425364][bookmark: _Toc237880402]Chapter 2: Responding to an incident
	Topic 
	Type
	Brief description of the change 

	2.4 Service provider reports the incident to Victoria Police – staff member reference
	Clarification
	Change ‘staff member’ to ‘service provider’ to clarify the provider is responsible for the action, rather than the carer.

	2.5 The subject of allegation is removed or relocated – staff member reference
	Clarification
	Change ‘staff member’ to ‘service provider’ to clarify the provider is responsible for the action, rather than the carer.


[bookmark: _Toc234425365][bookmark: _Toc237880403]Chapter 3: Reporting an incident
	Topic 
	Type
	Brief description of the change

	3.2 Criteria for submitting an incident report 
	Clarification
	Clarify language so responsibilities of the service provider and ‘the staff member who witnessed the incident…’ are more easily understood. 

	3.3 Reporting an absent client incident – staff member reference
	Clarification
	Change ‘staff member’ to ‘service provider’ to clarify that the provider rather than the carer is responsible for the action.

	3.3 Reporting an absent client incident – absent client incident reporting guidance
	Policy change
	Clearly define which incidents must be reported and allow professional judgement in assessing impact.  Update terminology by replacing ‘Safe Custody Warrant’ with ‘Children’s Court warrant’.

	3.4 Common clients
	Clarification
	Clarify the responsibilities of service providers when submitting incidents not in their service delivery. 

	3.5 Reporting historical incidents
	Minor correction
	Correct a date error.

	3.7 Other reporting requirements
	Clarification
	Information added to table 3.7 to clarify the interpretation and alignment between CIMS and RCS incident types.


[bookmark: _Toc234425366][bookmark: _Toc237880404]Chapter 4: Investigating an incident
	Topic 
	Type
	Brief description of the change 

	4.1 Reporting an incident – overview
	Minor correction
	Correct heading to 'investigating an incident – overview’.

	4.3 Investigation plans
	Minor correction
	Correction to address ambiguous guidance.

	4.4 Reportable conduct scheme investigation
	Clarification
	Information added to table 4.2 and 4.3 clarify the interpretation and alignment between CIMS and RCS incident types.

	4.8 Reviewing an investigation outcome
	Policy change
	Adjust the timing for advising parties of the outcome of an investigation review. This change aims to help prevent communication of an incorrect review outcome. 


[bookmark: _Toc234425367][bookmark: _Toc237880405]Chapter 6: Analysis and learning from an incident
	Topic 
	Type
	Brief description of the change 

	6.5 Mechanisms of monitoring and oversight
	Clarification
	Update to include the National Disability Insurance Scheme Quality and Safeguards Commission.
Update to the information on the Social Services Regulator.

	6.6 Analysis and learning – summary
	Minor correction
	Correct spelling error in table 6.4


[bookmark: _Appendix_1][bookmark: _Toc234425368][bookmark: _Toc237880406]Appendix 1
	Topic 
	Type
	Brief description of the change 

	Absent client
	Policy change
	Clearly define which incidents must be reported and allow professional judgement in assessing impact.  Update terminology by replacing ‘Safe Custody Warrant’ with ‘Children’s Court warrant’.

	Emotional/psychological abuse
	Clarification
	Add ‘humiliate’ to clarify the interpretation of emotional/psychological abuse; and increase alignment with the RCS interpretation of behaviour that causes significant emotional and psychological harm. 

	Neglect
	Policy change
	Revise the definition to include incidents that risk harming clients to align more closely with the Reportable Conduct Scheme. This change supports a more consistent interpretation of neglect across CIMS and the RCS.

	Sexual Abuse
	Clarification
	Add further example to the Sexual Abuse definition to remove any doubt that taking photos of a sexual nature is an action of a sexual nature.

	Sexual exploitation – grooming
	Clarification
	Update the language by removing the reference to the Child Protection manual sexual exploitation tier 1 response.

	Sexual exploitation – suspected
	Clarification
	Update the language by removing the reference to the Child Protection manual sexual exploitation tier 2 response.


[bookmark: _Toc234425362]
[bookmark: _Toc237880407]Document wide 
	Topic 
	Type
	Brief description of the change

	Social Service Regulator
· 3.7 Other reporting requirements
· 4.4 Reportable Conduct Scheme investigation 
· 6.5 Mechanisms of monitoring and oversight
· Appendix 1
	Clarification
	Updates reflect the changes in responsibilities introduced by the Social Services Regulation Amendment (Child Safety, Complaints and Worker Regulation) Act 2025 for the Social Services Regulator, the Commissioner for Children and Young People and the Reportable Conduct Scheme (RCS). 

	Victorian charter supporting people in care relationships
· 1.6 Policy context
· 2.7 Supporting carers who are the subject of allegation
	Clarification
	Update references to the Victorian charter supporting people in care relationships to refer to the Carers Recognition Act 2012 and the principles of the Act.

	Webpage references
	Minor correction
	Update links and improve accessibility of webpage references. 
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