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	Policy Overview


	The department has a statutory responsibility to facilitate the making of a complaint by an inmate to the Ombudsman.

A complaint to the Ombudsman can be made in writing, either by using the Inmate Complaint form or in a letter, or by telephone. Inmates may also make a complaint when the Ombudsman’s staff visits correctional centres twice a year.

Most complaints brought to the Ombudsman’s attention are able to be resolved either by a telephone call to the correctional centre, or at the time of the visit to a correctional centre by the Ombudsman’s officers. It is in the department's best interest for staff to provide all necessary assistance to the Ombudsman.  

Inmates should not be prevented or obstructed from corresponding with or telephoning the Ombudsman, even if they choose not to use the Inmate Complaint form, or have not first tried to resolve their problem within the correctional centre.



	Purpose


	These policies and procedures have been developed to:

· outline the parameters within which inmates can make complaints to the Ombudsman; and

· establish standards to enable the governor or his/her delegate to facilitate the making of complaints by inmates to the Ombudsman and visits by the Ombudsman’s staff to the correctional centre. 



	Scope


	These procedures apply to all correctional and periodic detention centres, other places of detention and to all employees and authorised visitors who work within or visit such centres, or places of detention.



	Strategic Focus


	· Corporate Plan 2001-2004: Key Result Area – Correctional Centre Management

· Strategic Plan 2002-2005: Offender Management

· Code of Conduct and Ethics (March 2002)


	Legislation


	· Crimes (Administration of Sentences) Act 1999

· Crimes (Administration of Sentences) Regulation 2001

· Ombudsman Act 1974



	Related Policies
	Royal Commission into Aboriginal Deaths in Custody



	ACO
	95/95, 96/9, 96/11, 96/41, 96/46, 96/62, 97/9, 97/40, 97/41, 97/80, 97/88, 97/101, 97/104, 97/135, 98/5, 98/9, 98/18, 98/25, 98/88, 98/95, 99/26, 99/47, 99/99, 99/122, 99/126, 2000/8, 2000/63, 2000/46, 2000/67, 2001/7, 2001/13, 2001/24, 2002/33



	COPM
	2001/4, 2002/2



	Annexures
	· 8.9: Inmate Complaint Form




Definitions

	governor
	Where reference is made to governor, the title General Manager or Officer in Charge of the centre should also be used where applicable.




8.27.1 Procedures for Making a Complainttc \l3 "Procedure
8.27.1.1

Ombudsman's Inmate Complaint Formtc \l4 "Ombudsman's Inmate Complaint Form
Inmates may make a complaint to the Ombudsman in writing or by telephone. The Ombudsman's Inmate Complaint Form (see Annexure 8.9) provides advice about making a written complaint, and assists the inmates to make their complaints. For this reason it is the preferred method for written complaints, but it is not compulsory.

Staff members are to ensure that:

· inmates are aware of the usefulness of the Inmate Complaint form when addressing complaints to the Ombudsman;

· the forms are available to inmates from a variety of outlets in each correctional centre (eg. wing office, general office, welfare office, etc);

· inmates are advised of the existence and availability of the forms on reception;

· a notice is placed on inmate notice boards throughout each centre informing inmates of the same; 

· envelopes are to be made available for use with the forms, or written complaint to the Ombudsman (the cost of envelopes and postage is to be met by the department); and 

· inmates are aware the forms (or any other written complaint) when placed in the envelope and addressed to the Ombudsman are privileged mail and cannot be opened or read by officers or any other department staff.

8.27.2

Visits to Correctional Centres by Staff from the Office of the 

Ombudsman tc \l4 "Visits to Correctional Centres by staff from the Office of the Ombudsman 
Visits will occur throughout the year: some centres are visited twice a year. Inmates may also make a complaint at this time.

Prior to the visit:

· the governor is advised by telephone of the date of the pending visit;

· the governor is to advise the Commander;

· the Commander, if necessary, will be present for the visit;

· a letter, with accompanying posters, confirming the date of the visit will follow; 

· these posters are to be displayed for the information of inmates.

On the day of the visit the governor or delegated officer must:

· be present to facilitate the visit;

· provide appropriate facilities (i.e. interview room and telephone) for the Ombudsman's representative(s) for the purpose of the visit;

· ensure that all inmates who have requested to see the Ombudsman's representative(s) are readily available; 

· provide any necessary assistance: throughout the day the Ombudsman's representative(s) may contact the governor with inquiries or matters requiring attention. If possible and appropriate, it is better to resolve the matter at that time, thereby averting any unnecessary written inquiries/investigations at a later stage; 

· attend an exit interview with the Ombudsman's representative(s);

· record any concerns brought to his/her attention;

· undertake to resolve matters within his/her power; and

· report to the Commander the concerns of the Ombudsman's representative(s). The Commander and the governor are to agree on the appropriate action necessary to resolve any matter, which could not be handled on the day of the visit.

Any matters, which may have statewide implications, should be brought to the attention of the manager or senior policy officer, Operations Support Branch for consideration and any action deemed necessary.

After the visit:

· When the governor receives written advice relating to the complaints from the Ombudsman’s office, s/he should forward a copy of the advice to the Commander together with the governor's draft response/report on the progress made on resolution of the matter.

· If the Commander is satisfied with the governor's draft report/response, the report/response is to be forwarded to the manager, Operations Support Branch for consideration and final approval, following which the report/response may be forwarded to the Ombudsman’s office.

8.27.3

Telephone Calls to the Ombudsmantc \l4 "8.24.2.3
Telephone Calls to the Ombudsman
These will be additional to an inmate's normal entitlement and the department will meet the cost of the call. The Ombudsman’s number is on speed dial on the Arunta System. Department staff may not monitor these calls.

This procedure accords with Recommendation 176 of the Royal Commission into Aboriginal Deaths in Custody.
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