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Tool 5.1: Flow chart: responding to the abuse of older people
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STEP 1
Identify abuse. Ask questions and gather information.

Yes.

STEP 2 
Assess immediate safety. Is it an emergency?

No immediate risk  
or unsure.

Advise/discuss with your 
supervisor or manager.

Discussion suggests it is 
not abuse.

STEP 4
Inform manager & document.

STEP 2 (cont.)
Contact emergency services and  

protect evidence.

Discussion with the older 
person suggests abuse or 

possible abuse.

If advice is required, consult 
the NSW Elder Abuse Helpline 
for information, support and 

referral options. 

STEP 5
Respond & refer.

•	 Ask the older person what they want to do about their situation.  
If the older person lacks capacity, include the substitute decision- 
maker (if this person is not the abuser) in the conversation.

•	 Discuss referral options.
•	 Seek consent from the older person to make a referral.
•	 Make appropriate referrals.
•	 Leave information (if safe to do so) if the older person refuses 

assistance, and keep the lines of communication open.
•	 Consider implementing any local or regional protocols, inter

agency protocols and service coordination plans.
•	 Ensure procedures are in place for coordination and/or  

monitoring, and follow-up as required.
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If advice is required,  
consult the NSW Elder  
Abuse Helpline for in-

formation, support and 
referral options. 

STEP 3
Provide support to the older person.

Step 5 Tools: Respond & Refer


