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[bookmark: _Toc210716141]Overview
This information is for carers involved in a client incident investigation. These may be foster, residential or kinship carers. This document explains: 
why an incident report may be made about a child or young person (the ‘client’) in your care 
what happens during the incident investigation. 
Caring can be a challenging and complex experience. Being involved in an incident can be unsettling and stressful. This document includes:
resources
links 
information about your rights 
the support you can expect to receive during any incident investigation.
The Client Incident Management System (CIMS) policy is available here: CIMS policy[footnoteRef:2]  [2:  https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word] 

[bookmark: _Toc204862192][bookmark: _Toc210716142]Key terms 
	Term
	Definition

	Agency
	An organisation providing a service to the child or young person, otherwise known as the service provider. 

	Client 
	The child or young person receiving care delivered or funded by the department.

	Client incident
	An event or circumstance that occurred during service delivery and resulted in harm to the client or is reasonably likely to cause serious harm to the client.

	CIMS (Client Incident Management System) 
	The Department of Families, Fairness and Housing’s incident reporting and management system.

	During service delivery
	Foster, residential and kinship care placements are a 24-hour care service. Client incidents that occur while the client is in these types of care are reportable.

	Incident investigation
	A formal process to determine whether abuse or neglect of a client has occurred.

	Service provider
	The organisation providing the service to the child or young person. A service provider may be:
the department where it provides services directly to clients (such as Child Protection) 
department-funded organisations (such as an Aboriginal Children in Aboriginal Care (ACAC) provider or the organisation employing, accrediting or supporting a carer of a child or young person). 

	Subject of allegation
	The person(s) identified as alleged to be responsible for the abuse or neglect of the child or young person. 

	Liaison person
	The service provider contact person that supports the carer through the CIMS investigation processes. 


[bookmark: _Toc204862193][bookmark: _Toc210716143]The Client Incident Management System (CIMS) 
The Client Incident Management System (CIMS) is an incident reporting and management framework. It applies to community services funded or delivered by the Department of Families, Fairness and Housing in Victoria.
The purpose of CIMS is to protect the safety and wellbeing of children and young people in care. 
Incident reports and investigations can help service providers to understand how incidents occur. The right response can also prevent similar incidents from occurring again. 
CIMS respects all people involved in an incident. It encourages hearing their values, beliefs and circumstances. 
[bookmark: _Toc204862194]

[bookmark: _Toc210716144]Reporting responsibilities
Carers have 24-hour responsibility for the wellbeing and safety of the children and young people:
in their care 
with other members of the household 
at school, kinder or childcare. 
The Department of Families, Fairness and Housing also has a responsibility for the safety and wellbeing of these children and young people.
CIMS applies to any incident where a child or young person in care experiences harm or may have experienced abuse or neglect. 
When a child or young person experiences harm, there must be a CIMS report. Service providers must make these reports. A service provider may be:
Child Protection 
Aboriginal Children in Aboriginal Care (ACAC) provider 
The organisation providing the care or supporting the care of the child or young person, including: 
residential care 
foster care
kinship care.
The service provider may investigate or review incidents as part of CIMS.
[bookmark: _Toc204862195][bookmark: _Toc210716145]Incident reporting
[bookmark: _Toc204862196][bookmark: _Toc210716146]Types of incidents reported 
Types of incidents reported include: 
abuse: emotional/psychological, financial, physical, sexual, 
suspected sexual exploitation and grooming
harm that does not reach abuse thresholds: emotional/psychological, physical
neglect, medication error
injuries, both explained and unexplained
when the child or young person is absent
Self-harm, attempted suicide, death
Incidents where the client was at serious risk of harm
When a harmful incident occurs, the priority is the health, safety and wellbeing of the people involved. 
The incident impact determines what action a service provider will need to take following the incident. This includes:
referral to Victoria Police
review
case management discussion
investigation.
Appendix 1 of the CIMS policy provides definitions of the incident types: CIMS policy[footnoteRef:3]  [3:  https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word] 

[bookmark: _Toc204862197][bookmark: _Toc210716147]Reporting an incident to Victoria Police 
The service provider must report criminal allegations, including physical or sexual assault to police. The most senior staff member involved must do this. 
Reporting criminal allegations may involve several steps:
calling Triple Zero (000), if the incident requires an emergency response from police or ambulance attendance
determining if the allegation against the carer is a criminal offence
reporting alleged criminal acts including allegations of child abuse or neglect.
Service providers will respect the rights of the child or young person (their client) and support them through the investigation. 
The service provider will also support carers who are employed, accredited or supported by them. 
For more information see: Information for carers involved in a Victoria Police investigation[footnoteRef:4]  [4:  https://providers.dffh.vic.gov.au/information-carers-involved-victoria-police-investigation-word] 

[bookmark: _Toc204862198][bookmark: _Toc210716148][bookmark: _Toc184406350]Incident investigations 
[bookmark: _Toc204862199][bookmark: _Toc210716149]Types of incidents
Incidents of abuse, neglect or unexplained injury need investigation. The investigation determines whether the abuse or neglect of a client has occurred.
Major impact incidents of the following incident types need investigation:
any abuse, including sexual exploitation – grooming, when the subject of allegation is a carer 
any abuse, including sexual exploitation – grooming, that occurs between clients 
neglect, or
unexplained injury.
[bookmark: _Toc204862200][bookmark: _Toc210716150]CIMS investigations
The service provider managing the care of the child or young person will lead the investigation.
An investigation will involve collecting evidence, including interviews and information from carers. Major impact incidents with compelling evidence such as CCTV footage may not need further evidence collected. 
Detailed information on incident investigation is in chapter 4 of the CIMS policy[footnoteRef:5]  [5:  https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word] 

As well as investigating the incident, the service provider may need to:
report the allegation to Victoria Police. The service provider will need to wait for the outcome of the criminal investigation before commencing a CIMS investigation.
[bookmark: _Hlk193805508]refer the matter to the Commissioner for Children and Young People (CCYP) under the Reportable Conduct Scheme (RCS). More information is available from CCYP - About the Reportable Conduct Scheme[footnoteRef:6]  [6:  https://ccyp.vic.gov.au/reportable-conduct-scheme/.] 

When applicable, the department shares incident information with the Social Services Regulator. This happens under a strict information sharing protocol[footnoteRef:7].  [7:  https://www.dffh.vic.gov.au/publications/agreements-social-services-regulator] 

Any person can report the conduct of a carer in scope of the Worker and Carer Exclusion Scheme[footnoteRef:8].  [8:  https://www.vic.gov.au/worker-and-carer-exclusion-scheme] 

[bookmark: _Toc204862201][bookmark: _Toc210716151]Support for carers during an investigation
Processes are in place to ensure carers experience respect and fairness. The carer should expect to experience: 
respect and recognition as an individual with their own needs, as a carer and as someone with special knowledge of the person in their care
support as an individual and as a carer, including during changes to the care relationship
recognition for their efforts and dedication as a carer
consideration for their views and cultural identity
recognition for their social wellbeing and health in matters relating to the care relationship.
[bookmark: _Ref205893324]See chapter 2.7 of the CIMS policy[footnoteRef:9] for carer support requirements.  [9:  https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word] 

[bookmark: _Toc204862202][bookmark: _Toc210716152]Requirements for service providers
The service provider must inform carers in writing as soon as possible if they are being investigated.
The written information must include:
details of the allegation 
what happens if the investigator finds the evidence to prove the allegation. 
Victoria Police may ask the service provider to delay giving the details of the allegation/s to the carer. After Victoria Police finish their investigation, the allegations can be shared with the carer. 
See chapter 4.2 of the CIMS policy8 for investigation requirements. 
Service providers must undertake the below tasks on behalf of the carer:
Provide a liaison person for the carer to contact.
Provide advice to the carer about procedures and timeframes for the investigation.
Keep the carer up to date with the progress of the investigation.
Provide information to the carer on any parallel reporting requirements.
Provide information to the carer about support services available.
Provide referral to appropriate support services.
Inform the carer about the process to seek a review, resolve disputes or make a complaint. 
See chapter 2.7 of the CIMS policy8 for carer support requirements. 
[bookmark: _Toc204862203]Aboriginal carers
Aboriginal carers should expect investigations to be culturally safe. 
During a CIMS investigation the investigation must consider the carer’s history. This is important when the investigation may impact the carer’s social and emotional wellbeing. Aboriginal carers may seek support from an Aboriginal Child Specialist Advice and Support Service (ACSASS) or an ACAC provider.
The CIMS policy includes extra requirements for incidents and investigations involving Aboriginal people. The service provider must consult with ACSASS or the ACAC provider to develop the investigation plan. The service provider must also consult at agreed points throughout the investigation.
The investigator and investigation manager must ensure an investigation is culturally safe. Aboriginal organisations can give the best advice about Aboriginal children, carers and families.
The investigation and review must prioritise recommendations and advice from Aboriginal leaders. 
Aboriginal carers can raise concerns with ACSASS, their ACAC or their liaison person.
[bookmark: _Ref205904646]See chapter 2.7 and 4.5 of the CIMS policy[footnoteRef:10] for investigation requirements and Aboriginal carers. [10:  https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word] 

[bookmark: _Toc204862204]Kinship carers 
Investigations must consider the relationship, history and life experiences of the kinship relationship. 
Child Protection or the ACAC provider are responsible for kinship carers who are not supported by a service provider. They are responsible for reporting and investigation incidents. 
See chapter 4.5 of the CIMS policy9 for investigation requirements about kinship carers. 
[bookmark: _What_is_the][bookmark: _Toc204862205][bookmark: _Toc210716153]Liaison role
Service providers will provide a liaison person to carers who are the subject of an allegation. The liaison person is the carer’s key contact throughout the investigation. 
The liaison person’s role is to maintain clear and consistent communication with carers. The liaison person will keep carers up to date on the progress of the investigation. 
It is not appropriate for the person investigating the CIMS report to also be the carer’s liaison person. Where possible, the carer should have an existing relationship with the liaison person. Established relationships help with trust and to reduce stress.
See chapter 2.7 of the CIMS policy9 for more information about the liaison role.
[bookmark: _Toc184406353][bookmark: _Toc204862206][bookmark: _Toc210716154]Investigation process concerns
Carers have a right to raise concerns during the investigation. Service providers must provide opportunities for carers to share their views.
Service providers should inform carers of the service provider review and complaint processes.
See Making a complaint[footnoteRef:11] for the department’s feedback and complaints process. [11:  https://dffh.vic.gov.au/making-complaint] 

The Victorian Ombudsman[footnoteRef:12] also accepts complaints.  [12:  https://www.ombudsman.vic.gov.au/complaints/child-welfare/] 

See chapter 2.7 of the CIMS policy9 for service provider complaint process requirements.
[bookmark: _Toc66794860][bookmark: _Toc204862207][bookmark: _Toc210716155] CIMS investigation outcome review request 
If a carer has concerns about the investigation process, they can request a review of an investigation outcome. The policy for reviewing an outcome is:
1. The client or subject of allegation can make a written request for a review of the investigation outcome within 10 business days of being notified of the outcome of the investigation.
When the client has a legal guardian, the guardian can make a written request on the client’s behalf.
2. The request for a review of an investigation outcome must identify how the investigation did not follow principles of procedural fairness or the investigation minimum requirements.
3. The service provider must notify Operations Support within 2 business days of receiving the request to review the investigation outcome.
4. The service provider must nominate an investigation outcome review manager who is independent of the initial investigation.
5. The investigation outcome review manager:
considers any reasonable evidence provided by the person who has requested the review
reviews the investigation plan, investigation report and all evidence gathered during the investigation to assess the validity of the outcome decision
may gather more evidence to determine the validity of the outcome decision
confirms or reverses the investigation outcome decision.
6. The service provider’s chief executive officer (or delegate) must submit the endorsed investigation outcome review to the department within 28 business days of the written request being made.
7. The service provider must inform all parties of the outcome of the investigation review within 2 business days of the endorsed investigation outcome review report being submitted to the department.
See chapter 4.8 of the CIMS policy[footnoteRef:13] for details about reviews of investigation outcomes. [13:  https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word] 

[bookmark: _Toc204862208][bookmark: _Toc210716156]Support to manage stress and anxiety 
Carers may experience stress and/or anxiety because of the allegation and investigation. 
The carer’s liaison person can refer carers to support services. 
[bookmark: _Toc204862209]Aboriginal carers 
Aboriginal carers can also seek support from ACSASS or the ACAC provider. 
[bookmark: _Toc204862210]Foster Carers
The Foster Care Association of Victoria (FCAV) Carer Advocates can support foster carers with: 
interview preparation 
attending CIMS interviews 
debrief following interviews.
Foster carers can also access the FCAV’s Carer Assistance Program (CAP). The CAP is a free, short-term counselling service for eligible carers across Victoria. CAP provides therapeutic support to carers who are the subject of an allegation. 
More information, including a link to services for carers in crisis, is on the FCAV website[footnoteRef:14].  [14:  https://www.fcav.org.au/cap] 

[bookmark: _Toc204862211]Kinship carers 
Kinship and other carers can contact Kinship Carers Victoria (KCV)[footnoteRef:15] for support. [15:  https://kinshipcarersvictoria.org/kcv-support-advice-line/] 

[bookmark: _Toc204862212]Residential care staff
Residential care staff may seek support or advice by contacting their union. 
[bookmark: _Toc184406358][bookmark: _Toc204862213][bookmark: _Toc210716157]Carer development
An investigation may recommend improvements to the quality of service delivery and care. A carer development plan can help to improve the quality of care that a carer provides to a client. The liaison person leads the development of the carer development plan. The carer and child or young person can contribute where appropriate.
Carer development plans address significant or repeated concerns about carers in out-of-home care. Carer development plans focus on promoting practice improvement by carers.
A copy of a carer development plan template is available here: Carer development plan - CIMS.[footnoteRef:16]  [16:  https://providers.dffh.vic.gov.au/carer-development-plan-cims ] 


	[bookmark: _Hlk37240926]To receive this document in another format, email the CIMS Support team at CIMS@dffh.vic.gov.au
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