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8.33
Corrective Services Support Line (CSSL)tc "NAME OF POLICY " \l 2
tc "Summary page " \l 3
	Policy tc "Policy Overview\:"
	The Department of Corrective Services recognises the right of inmates to make inquiries and complaints and have these requests dealt with in a fair, timely and effective manner. 
The delivery of quality grievance procedures provides inmates with an opportunity to redress and ventilate concerns and frustrations. This reduces stress within the inmate population, minimises the escalation of problems, and yields a safer environment for inmates and staff.
The primary means for an inmate of a correctional centre to resolve an issue or problem relating to their custody is via local channels. However, an opportunity is provided to telephone the Corrective Services Support Line (CSSL) in cases where an issue is not satisfactorily resolved.

The CSSL supports the operational processes of correctional centres by assisting with the early identification and timely resolution of inmate problems.
The CSSL is an important inmate service and therefore it is essential that all inmates are aware of the functions of the CSSL and are able to access this service.


	Purpose
	The purpose of the CSSL is to:

· receive, record and promptly resolve telephone inquiries, requests and complaints; 
· receive and record comments and compliments about Departmental services and programs;
· collect, analyse and disseminate the data received in order to contribute to service delivery planning and improve service delivery;
· maximise the opportunity to resolve inmates’ inquiries, requests and complaints at the local correctional centre level.
The CSSL procedures describe:

· the appropriate circumstances and steps for utilising the CSSL;

· the process of dealing with inmate issues and queries; and 

· the reports generated that contribute to trend analysis, future planning and strategic development of services.


	Scope
	This document affects all inmates and staff who work with them.

	Strategic Focus
	Corporate Plan 2004-2007

· Commitment to the safety and welfare of offenders supervised in custody and/or the community; and

· Commitment to professionalism and quality service delivery.



	Related Policies & Documents
	· Corrective Services Support Line Project Charter

· OPM Section 3.2 Use of Telephones by Inmates

·  8.28: Inmate application and request forms
· Annexure 8.14: Inmate Request Form
· Annexure 8.15: Inmate’s Application Form


	ACO / SACD
	ACO:   2003/059, SACD: 2005/10, SACD: 2005/013, SACD: 2005/028



	COPM
	2005/021



	Definitions


	Business days
	Monday to Friday (excluding public holidays)

	
	CSSL
	Corrective Services Support Line

	
	DCS
	Department of Corrective Services

	
	MRRC
	Metropolitan Remand and Reception Centre

	
	MIN
	Master Index Number

	
	OIMS
	Offender Integrated Management System

	
	SAS
	Senior Assistant Superintendent

	
	Triangulation
	A form of identification that is accepted corporate practice in both government and non-government agencies providing services over the telephone. The inmates’ name, MIN and DOB are matched with the record on OIMS.




Procedures
8.33.1

Introduction

The Corrective Services Support Line (CSSL) was first piloted as an initiative to assist with inmate inquiries, complaints and in the day-to-day management of inmates. The pilot aimed to reduce the number of complaints channelled to the Ombudsman, and the then Office of the Inspector-General, by keeping decision-making at a local level and providing a formal structure for general inmate inquiries and complaints.

The CSSL commenced at the MRRC in 2003 and has since been implemented in eight (8) other correctional centres. It is anticipated that the CSSL will be available in all correctional centres by the end of 2005.

8.33.2

CSSL operation

1) Hours of operation

The CSSL will operate between the hours of 9.00am and 3.30pm, Monday to Friday (excluding public holidays).

2) Limits of CSSL

The role of the CSSL is to facilitate the resolution of an inmate’s problem. The CSSL cannot override a direction or decision of a general manager or other officer, nor can it change a classification or placement decision. The CSSL is not an appeal body for inmates in segregated or protective custody, and it does not conduct investigations.

3) Confidentiality

A CSSL officer is identified only by their first name when on the phone to an inmate. Inmates are not to, at any time, be informed of the full name of the CSSL officer.

Email reports, outlining the issues/complaints made by the inmate are not to be shown or handed to any inmate, including the inmate who initiated the request.

If an inmate wishes to obtain a copy of the report, then they may apply under the Freedom of Information Act.

4) Informing inmates about the CSSL

Inmates in custody

It is primarily the responsibility of correctional centre staff to provide information to inmates and staff about the CSSL. 

Newly received inmates

It is the responsibility of staff in the reception area to issue the CSSL information sheet and bookmark to all fresh custody inmates.

8.33.3

Inmate complaint procedures

1) Prior to contacting the CSSL

Before contacting the CSSL, inmates are to complete the preferred internal process (refer S8.28) to resolve inquiries, requests, complaints etc. Inmates may also wish to talk to the Inmate Development Committee or an official visitor. The following steps are to be completed prior to an inmate contacting the CSSL:

a) The inmate’s problem or issue is to be managed by his/her supervising officer(s).
b) Where necessary, complete:
i) Inmate’s Application Form - to raise significant problems and issues related to custody.
ii) Inmate Request Form - to resolve minor inquiries related to custody.
c) Await action and resolution by correctional centre staff (issues should be addressed within 14 days).
After these steps have been followed and the inmate believes his or her matter remains unresolved s/he can then contact the CSSL.

2) Urgent situations

If the inmate’s inquiry/complaint involves any one or more of the following urgent situations, the inmate may telephone the CSSL directly and does not have to progress through the preferred internal process:

· Threat/act of violence

· Security or safety issue

· Threat of self-harm/suicide

· Personal hygiene concerns

· Urgent personal problem/crisis

· Immediate health issues

This type of issue will be referred by the CSSL immediately to the general manager of the relevant correctional centre. 

The CSSL will only deal with inmate problems referred directly by inmates using the telephone system. All written correspondence continues to be handled by the Ministerial Liaison Unit (MLU).
8.33.4

Calls to the CSSL

A call to the CSSL is free to inmates and is additional to an inmate’s weekly telephone call entitlement. 

Inmates should not be prevented or obstructed from contacting the CSSL.

Note: The CSSL is to be made available to inmates during segregated custody, confinement to cell and protective custody. 

The telephone number for the CSSL is programmed into the inmate telephone system and can be activated by pressing the number 2 and then the number 1. 

1) When an inmate telephones the CSSL s/he is required to provide the following information:

a) Full name

b) Master Index Number (MIN)
c) Date of birth (DOB)
d) Correctional centre and relevant location within the centre. 

Anonymous calls are not accepted.

2) If his or her name, MIN and DOB match the record on the Offender Integrated Management System (OIMS) then the CSSL accepts that the inmate is who s/he is claiming to be (triangulation). 
3) The inmate is asked to describe his or her problem and is asked if s/he has gone through the preferred internal process.

4) The details of the problem are recorded on OIMS and the inmate is given an event number by the CSSL officer.

5) The CSSL officer will then refer the issue to the appropriate person for action. 

8.33.5

Referral of issue to the correctional centre

1) The CSSL officer generates an email outlining the issue/concern and forwards it to the relevant staff member for follow up action. 
In most cases the follow up staff member will be a principal correctional officer/Senior Assistant Superintendent (SAS).  
2) The email will include:

a) Call ID number.

b) Inmate name and MIN.

c) Description of the issue (from the Call Item screen).

d) Comment (from the Call Action screen).

8.33.6

Referee action and response

1) The principal correctional officer/SAS is to access the CSSL generic email and action the issue.
Matters referred to a principal correctional officer/SAS may be delegated to other officers for action, but the principal correctional officer/SAS is responsible for following up and co-ordinating, and informing the CSSL, all action and seeing matters through to resolution.
2) Three (3) business days are allowed for the principal correctional officer/SAS to resolve the problem. 

Where a problem cannot be resolved in this time, the principal correctional officer/SAS must inform the CSSL of all action to date and estimate when the problem will be resolved or determined.

3) In most cases, the staff member dealing with the inmate’s problem will directly inform the inmate of the outcome of his or her problem.

4) The principal correctional officer/SAS must:
a) Print off the GroupWise message.

b) Log into OIMS.

c) Access the CSSL OIMS section.

d) Enter into OIMS an action advising that the issue has been resolved.

i) Select the relevant correctional centre.

ii) Enter the Call ID number. 

iii) Click on the Actions button on the Item screen.

iv) Record details of resolution.

v) Save information in Action screen.

An email advising the CSSL of the outcome is automatically generated when information in the Action screen is saved.

5) Information to the CSSL must be provided in a clear and concise manner. 
8.33.7

CSSL email accounts

1)   General

a) Generic email accounts have been created for CSSL matters for each correctional centre, including areas within the centre, for use by the principal correctional officers/SAS. 

b) The name of the CSSL’s e-mail account is CSSL.Support@dcs.nsw.gov.au
c) Email messages to the CSSL are to be sent via the CSSL mailbox address and not to the personal email addresses of the staff employed in the CSSL.
d) If staff need to be added to, or removed from, CSSL proxy accounts then the manager of security is to forward the appropriate request to the CSSL by email.

2) Establishing proxy access

The following are steps for the principal correctional officer/SAS to establish proxy access with the CSSL. Proxy access only needs to be established once.

a) Log into the network.

b) Open GroupWise.
c) Left-click on the icon on the Proxy Access icon (top half of figure).
d) On the drop down screen left-click on Proxy.
e) In the dialogue box left-click on the GroupWise Address Book icon.
f) Scroll down the address book and select their generic email address provided by the CSSL.

8.33.8

Reports

In order to provide information and statistics that will contribute to trend analysis, future planning and strategic development of services, the CSSL will provide:
1. General managers with a report listing all received, actioned and outstanding matters at the end of each month.

2. Commanders with a report listing all received, actioned and outstanding CSSL matters, and a statistical analysis of all inquires at the end of each month.
3. The Executive Director (Office of the Commissioner) a report listing all received, actioned and outstanding CSSL matters and a statistical analysis of all inquires at the end of each month.

8.33.9

Maintenance / Evaluation

The principal correctional officer/SAS must ensure all referrals from the CSSL are actioned and finalised.
The team leader CSSL must ensure all referrals made are actioned and finalised by staff of the unit.
The coordinator CSSL is to ensure the CSSL service is being implemented correctly in correctional centres throughout NSW.
The effectiveness of the CSSL will be measured and evaluated one year after the CSSL is available in all correctional centres.

The CSSL evaluation will measure the:

· number of telephone inquiries, requests and complaint outcomes
· number of comments and compliments received

· effectiveness of the collection, analysis and dissemination of the data received

The evaluation will identify areas for improvement and further development.
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