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3.2
USE OF TELEPHONES BY INMATES

Summary Page
	Policy Overview
	Unconvicted inmates are permitted to make up to three local or fringe area telephone calls per week at departmental expense.  Their legal telephone calls are also made at departmental expense. 

Convicted inmates are permitted to make one local or fringe area call per week at departmental expense. 

In exceptional circumstances, the governor may approve the levels set above being exceeded. However the maximum cost to be borne by the department should not exceed 40c per week for convicted inmates and $1.20 per week for unconvicted inmates.

Telephone calls for humanitarian purposes such as illness, death in the family or birth of a child should be provided without delay and in addition to the inmate's normal entitlements.

Inmates wishing to telephone the Office of the Ombudsman, the ICAC, and the Legal Aid Commission can do so at departmental expense. These calls are to be additional to an inmate’s normal entitlement. 

Calls to the Corrective Services Support Line (CSSL) are free to inmates and are additional to an inmate’s weekly telephone call entitlement.  Inmates should not be prevented or obstructed from contacting the CSSL.  The CSSL is to be made available to inmates during segregated custody, confinement to cell and protective custody.

Inmates wishing to telephone the NSW Aboriginal Prisoners and Family Support Service (formerly Aboriginal Deaths in Custody Watch Committee) can do so at their own expense. These calls are to be additional to an inmate's normal entitlement (unless they wish to use their normal entitlement). In cases where inmates have insufficient funds to meet the cost of the call, the governor may approve the call being made at the department's expense. 

Inmates wishing to telephone their legal counsel/representative will be permitted to do so at their own expense and the calls will be additional to their normal entitlement (unless they wish to use their normal entitlement). 

Telephone calls between inmates may be permitted with the authority of the governors of both correctional centres. Such calls are inclusive of and not additional to the entitlement referred to above. However, they should not be permitted as a matter of routine. 

Inmates are not permitted to contact the Chief Executive Officer, Corrections Health Service by telephone. 

Inmates are permitted to contact mobile telephones.

Inmate calls to personal telephone numbers may be monitored and/or recorded.

The involvement of inmates in clerical work in CSI (which also includes use of telephones and fax machines) reflects an important vocational element in the ongoing development of Correctional Industry programs and its program and commercial needs. 

The department is committed to safe and effective management of offenders.  Access to telephones by inmates contributes to this objective by providing them with opportunities to maintain and develop family and community links as well as enforcing their rights of access to legal assistance, to the Ombudsman and other bodies.


	Purpose
	This policy has been developed to:

outline the parameters within which inmates are permitted to make telephone calls

establish standards to enable the governor or his/her delegate to control and monitor inmate telephone communications

detail procedures for the usage of the department’s Controlled Telephone System(CTS) 

The policy also outlines use of telephones, facsimiles and telemarketing by inmates working in the Corrective Services Industries (CSI). 



	Scope
	This policy operates in all correctional centres and all court complexes and all employees who work within correctional centres and court complexes



	Strategic Focus
	· Corporate Plan: Key Result Area - Offender Management

· Strategic Plan 1998 - 2001- Managing Offenders 5.1

· Code of Conduct & Ethics (April 1998)



	Legislation
	· Crimes (Administration of Sentences) Act 1999, Part 2 Division 6, Section 53(1)(b) & 56(1)(b)

· Crimes (Administration of Sentences) Regulation 2001, Part 4, Division 7; clauses 112-113; Part 5, Division 5 section 152(k)

· Treasurers Direction

· Telecommunications (Interception)(NSW) Act 1987

· Listening Devices Act 1984


	Related Policies
	· Corrective Services Industries (CSI) Policy Manual

· Court Escort Security Unit Standard Operating Procedures



	ACO/SACD
	2005/013, 2004/023, 2000/46, 99/126, 99/64, 99/57, 98/118, 98/88, 98/73, 97/97, 95/43, 97/4



	COPM
	2005/021, 2001/004



	Annexures
	Annexure 3.1
Inmate telephone account allocation

Annexure 3.2
Application for an inter-centre telephone call




Definitions


	CTS
	The Controlled Telephone System (CTS) is a system that allows inmates to make telephone calls in a similar way to making calls from a standard pay phone. However, the system provides a range of security features that are not available from standard pay phones, e.g. access to only a limited amount of phone numbers; time limiting of calls; full tracking into a data base of all calls made etc.



	CADL
	The Common Auto Dial List (CADL) is a facility within the Controlled Telephone System which enables a common list of telephone numbers to be made available to inmates without the call charges being debited from their telephone accounts.



	CSSL
	The Corrective Services Support Line (CSSL) is a means of receiving, recording and speedily resolving inmates’ telephone enquiries, requests and complaints and to record comments and complaints about departmental services and programs.



	fringe area
	Fringe calls occur when two geographical areas are located near one another, but are not classed as local e.g. Sydney and Penrith.  This is a metered local call, which is charged at a different rate from STD. It is a special rate for calling zones next to each other.



	PIN
	A Personal Identification Number (PIN) is allocated to the inmate when his/her details are entered onto the Controlled Telephone System. It enables the inmate to access approved telephone numbers.



	smart card
	An electronic card similar in size and shape to a credit card. At the moment, access to CTS calls is via an individual Personal Identification Number (PIN) issued to each inmate, but in future access will be via a smart card. Smart cards are to be progressively introduced into correctional centres. Apart from operating the telephone system, the smart card will also be used for a number of purposes including identification of inmates, buy-ups, to store vital pieces of information about inmates etc.




3.2.1
Procedures

3.2.1.1

General

In order to enrol an inmate onto the CTS the inmate must complete the form Inmate Telephone Account Allocation (refer to Annexure 3.1) before his/her PIN and personal telephone numbers are programmed into the system.  All legal numbers listed on the form are to be checked for their validity and whether or not the firm actually represents the inmate.

When entering the inmate’s personal telephone numbers onto the CTS, the OMS alerts screen must be checked for barred telephone numbers.

There is a recording that plays at the beginning of every telephone call an inmate makes stating: 

the name of the centre where the call is originating from, 

that phone calls may be monitored and may be recorded, 

 that if recipients do not wish to continue the call, they should hang up immediately.

A multi-lingual notice shall be prominently displayed adjacent to all telephones that are used by inmates and any other area where inmates may engage in telephone communication. Case officers will assist inmates with literacy problems to ensure understanding of the notice. The notice warns inmates that their telephone calls (other than telephone calls to their legal representative, the ICAC, and the Office of the Ombudsman) may be monitored and may be recorded. Copies of this notice may also be displayed on other notice boards within the correctional centre. 

While the governor/general manager will determine the time at which inmates are permitted to make telephone calls, every effort should be made to allow inmates maximum exposure to making calls.

Inmates may require access to their legal representative for advice or instruction in matters that may or may not concern their imprisonment and associated legal processes. Governors/general managers must ensure that inmates have access to and are not impeded in their attempts to gain access to their legal representative. This includes telephone calls to their legal representative outside the times determined by the governor.

Calls may be monitored in all correctional centres regardless of the security rating. Calls should be monitored in maximum-security correctional centres (except for legal, the ICAC, and Ombudsman calls). 

Should the officer monitoring the calls at any stage decide that the content of the call is prejudicial to the good order or security of the centre, he/she will stop the call. Where a call is stopped, a written report is to be made to the governor/general manager. 

In special circumstances, for example humanitarian reasons such as illness, death in the family or birth of a child, inmates will be permitted to use telephones not connected to CTS.  Where a correctional centre has a designated CTS connected telephone in the welfare officer area this telephone is to be used wherever possible for humanitarian calls in preference to one which is not connected to CTS.  However, the request is to be referred to the area manager/designated officer who should verify the circumstances and authorise the telephone call. However, in instances of bereavement or serious illness the request should be fulfilled prior to any verifications or documentation being completed. Each correctional centre is to keep a register of telephone calls made in accordance with these instructions.  . 

In order to minimise breaches of integrity of the CTS, officers should ensure that inmates do not have the opportunity to access PINs used by officers (e.g. inmates looking over the officer’s shoulder to find out the PIN).

3.2.1.2

Hearing and/or Speech Impaired Inmates

Inmates, who are hearing and/or speech impaired and therefore unable to use the standard telephone equipment, should be informed of the availability of a TTY (tele-typewriter) machine.

This machine can be borrowed from the Disabilities Services Unit on 02 9289 1211 or 9289 1034.

3.2.1.3

Recording of Inmate Telephone Calls

Approval must be obtained from the Commander, Security and Investigations, before using any recording device attached to the CTS.

3.2.1.4

Use of Telephones/Fax Equipment Within Correctional Industry Programs

This section is to be read together with section 8.8 Inmate Involvement in Clerical Work of the CSI Policy Manual. Further clarification of this policy may be obtained from the Director, CSI.

Inmates are to be placed in clerical positions within the following parameters:

1. The position job description will clearly set out the functional areas requiring telephone/fax use.

2. A log is to be maintained of all calls made/received and faxes sent.

3. Test checks are to be carried out at least weekly that all such calls and faxes are logged.

4. The telephone print-out of calls made and faxes issued are to be test-compared to the log to ensure that only authorised calls/faxes have been made.

5. In answering telephones, inmates are to clearly identify themselves as inmate i.e. “Good morning, CSI - inmate John speaking, may I help you?”

3.2.1.5

Inmate Access to Mobile Telephone Subscribers

Due to advances in communication technology, services such as Telstra’s Call Diversion product (it enables a telephone subscriber to divert their telephone calls to other telephone products such as mobile telephones) are now available to the general public.  Therefore, inmates are permitted to telephone family/friends/significant others who are mobile telephone subscribers.

3.2.1.6
Inmate Telephone Calls to the CSSL, the Ombudsman, the ICAC, the Legal Aid Commission and Other Authorised Agencies

The introduction of the CADL (Common Auto Dial List) facility within the Controlled Telephone System enables inmates to select and call the telephone number of approved authorised agencies (e.g. the Ombudsman, etc).  Call charges to authorised agencies will not be debited to an inmate’s individual telephone account.   

When adding new organisations to the CADL facility, the name and number of the organisation only is to be entered onto the system. No private individuals’ names are to be recorded.

Accordingly, it will no longer be necessary for the telephone numbers of these authorised agencies to be programmed into individual inmate telephone cards.

Normal time restrictions still apply to all such calls.

Governors/general managers are to ensure that inmates, who are in segregated custody, a safe cell or otherwise restricted in terms of telephone usage, are to be made aware that they are permitted to contact the above-mentioned offices and are to be given appropriate access to a telephone should they so request.

3.2.1.7
Inmates Access to Telephones Not Connected to the Controlled Telephone System
Departmental officers (custodial, welfare, psychology, AOD or administrative) are not permitted to allow inmates to contact family/friends/others on telephones located in their offices except in those circumstances described in 3.2.1.1 and in points 1 to 3 below.

As far as bail phone calls are concerned from the time of reception and until the inmate has access to the CTS, every effort needs to be made to ensure that inmates have equitable access to telephones for the purposes of arranging bail and/or release.  The area manager/designated officer is responsible for facilitating such phone calls.

Exceptions to this policy include instances when:

1) an inmate is in an acute state of crisis (e.g. death/critical illness in the family) and a wing/case officer uses his/her discretion to permit the inmate to use a telephone in his/her office;

2) there is an incoming telephone call from a law enforcement agency (e.g. the ICAC) or a community agency prior to release (e.g. a referral to a community rehabilitation centre is being organised by the AOD counsellor) and the agency needs to speak with the inmate;

3) where an inmate is in custody at a court complex controlled by the Department of Corrective Services, access to telephones is in accordance with Court Escort Security Unit Standard Operating Procedures, i.e. as a general rule no inmate is to be given access to a telephone whilst he/she is housed in a court or police cell complex.  However, on occasions, the officer-in-charge of the location may allow the inmate access to a telephone for the following reasons:

a) to assist the officer in organising sureties for bail

b) for crisis or welfare purposes

c) for inmates who have been held in the complex for a prolonged period of time. 

A record of the time, date and duration of any call made by an inmate will be recorded by the supervising officer.  (The cost of the calls will be borne by the department.)

As the CTS has been installed in all correctional centres, the need for officer-connect telephone calls as described above will be rare.  However, in exceptional circumstances the following procedures will apply:

inmates will give the officer supervising calls information relating to the purpose of the call, the number required and the person to be called;

the officer supervising the calls will record these details in a register specifically maintained for this purpose; 

having ascertained and recorded the appropriate information, the officer shall dial the number and when answered, he shall use the following words verbatim:

"I am calling in my capacity as (designation) with the Department of Corrective Services. I am calling from ................................ Correctional Centre/Court Cell Complex, is that .................................. (full name)?. I have inmate .................................... wishing to speak to you, will you accept the call? Before connecting the call, I have to inform you that the inmate's telephone calls will be monitored and may be recorded."


3.2.1.8

Restrictions on Access to Certain Telephone Numbers

Governors/general managers and correctional centre staff are reminded that in certain circumstances, there is a duty of care to members of the community as well as inmates in custody.  There are occasions where inmates make, or attempt to make, contact with members of their families or other members of the community that is unwelcome, distressing or contrary to a court order (e.g. AVO).  In extreme cases, this contact can signify serious personal danger to the persons concerned.  In the event that any staff member receives a complaint or report that an inmate has made unwelcome communication, the governor is to implement the following:

The telephone number is to be immediately barred. The officer responsible for managing the CTS in each correctional centre is to ensure the number is barred and that the inmate is informed that this number is no longer available for them to contact.

The barred telephone number is to be placed immediately onto the OMS alert screen.

Request the complainant to put their information in writing, detailing the situation and the specifics of the phone calls.

NB: This advice may be beneficial regardless of the administrative procedures implemented at the correctional centre.

Ensure that an appropriate reference is entered onto the Special Instruction Module on the Offenders Management System and the Special Instruction Section of the case management file.  This will enable a profile of the inmate to be developed which may assist police or decision-making authorities such as classification, Parole Board or the Serious Offenders Review Council (SORC).

A copy of the written complaint is to be forwarded to the local intelligence officer who will be required to provide a report to the CIG.

3.2.1.9

Removal of Discharged Inmates from Controlled Telephone System
In order to cancel telephone access entitlements for discharged inmates, governors are responsible for ensuring that discharged inmates’ PINs have been removed from the CTS.

3.2.1.10
Inter-Centre Telephone Calls

Telephone calls between inmates may be permitted with the authority of the governors/general managers of both correctional centres.  However, inter-centre telephone calls should not be permitted as a matter of routine.  Such calls are inclusive of and not additional to the inmate’s normal entitlement.

Individual correctional centre numbers are not to be programmed on the CTS.  

Procedures for inter-centre telephone calls are as follows: 

Inmates wishing to make an inter-centre telephone call must complete sections 1 and 2 of the Application for an Inter-Centre Telephone Call form (refer to Annexure 3.2).

The inmate’s case officer must consider the application and complete section 3 of the form.

The area manager/principal/chief correctional officer of the centre housing the inmate must also consider the application and complete section 4 of the form.

Should he/she decide to recommend that the call be approved, the form must be faxed to the correctional centre housing the recipient of the proposed call.  The relevant area manager/principal/chief correctional officer of that centre must consider the application and complete section 5 of the form. 

The area manager/principal/chief correctional officer will then forward the application to the governor of that centre who will complete section 6 of the form and fax it back to the governor of the originating centre.

The governor/general manager of the originating centre will now complete section 7 of the form.

The area manager/principal/chief correctional officer will then designate a phone officer who will organise an override smart card/ pin to facilitate the inter-centre telephone call and complete section 8 of the form. 

3.2.1.11
Occupational Health and Safety/ Universal Infection Control Procedures 

The telephone handsets used by inmates in correctional centres may be a potential transmission source of air-borne communicable diseases such as tuberculosis (TB) and Hepatitis A. Bacteria can easily survive in droplets in the air or in moisture in the person’s breath.

The most effective way of preventing the transmission of such communicable diseases, in the case of shared telephone handsets, is to ensure that wing officers require that inmates clean and disinfect telephones on a daily basis.

Reduction in the transmission of diseases in the correctional system is an important issue for all staff if we are to effectively promote and develop a safe and healthy working environment.

3.2.1.12
Disinfecting of Telephone Handsets

In order to promote and maintain a high level of hygiene within correctional centres, wing officers are to ensure that telephones are disinfected several times per day.

To allow proper disinfecting of the telephone handset all cleaning solutions will contain no less than 1 percent (1%) of sodium hypochlorite (bleach). This is to be obtained directly from CCF5 dispensers.

3.2.2
Evaluation & Monitoring

3.2.2.1

Checking

Standards have been developed to enable the governor/general manager or his/her delegate to control and monitor inmate telephone communications and adherence to this policy. These are outlined below and are to be used as a tick-a-box checklist.

· Check that a multi-lingual notice is prominently displayed in the immediate area where inmates use telephones.

· Check that the inmates who are unable to read have received the assistance of a designated officer/case officer who assisted them in understanding the notice.
· Check that procedures are in place, which set out telephone usage by inmates for official purposes within CSI business units.
· Check that a log is maintained of all calls made/ received and facsimiles sent by inmates working in CSI. Test checks are to be carried out at least weekly that all such calls and facsimiles are logged.

· Check that specific security, privacy and operational systems, procedures and controls support telemarketing activities performed by inmates.

· Check that procedures for restrictions on access to certain telephone numbers are being implemented.

· Check that procedures for inter-centre calls are being implemented.

· Check that monitoring and reporting responsibilities are being implemented.

· Check that breaches of the integrity of the CTS are not occurring.
· Check that the administrative officer at each centre provides the CTS administrator with a daily discharge list and that action is taken on a daily basis to remove the PIN of discharged inmates from the system.

· Check that on each occasion an inmate is permitted to use a telephone not connected to the CTS (for example humanitarian reasons such as illness, death in the family or birth of a child) the officer (ie. custodial, welfare, psychology, AOD or administrative) refers the request to the area manager/principal/chief correctional officer who records in his/her diary full details of the telephone call. Each correctional centre is to keep a register of telephone calls made in accordance with these instructions.

· Check that telephone handpieces are cleaned on a daily basis.

3.2.2.2

Monitoring

· Governor/general manager conducts monthly checks

· Regional Commander/Regional superintendent conducts formal inspections annually

· Corporate checks are conducted without notice. 

· Director CSI, and CSI executive staff through CSI Regional Business Managers undertake periodic operational inspections in accord with the requirements of Section 8.8 of the CSI Policy Manual.

3.2.2.3

Responsibility/Reporting

Governors/general managers to conduct monthly checks. A report is to be forwarded to the Regional Commander on a monthly basis

Governors/general managers are to ensure that inmates are not prevented or obstructed from telephoning any authorised agencies.

Governors/general managers are to ensure that posters are displayed, in the relevant areas of the centre, advising inmates and staff of the times and date when representatives of the Ombudsman will be attending the centre.  Reasonable action is to be taken to ensure that these posters are not defaced or destroyed.

Regional Commanders will ensure that formal evaluation is carried out.   Reports are to be forwarded to the Regional Commander at quarterly intervals and to the SACICS (Senior Assistant Commissioner Inmate & Custodial Services) at six monthly intervals.

CALT (Central Agencies Liaison Team) will evaluate compliance and assess effectiveness of the policy by conducting random checks without notice. Reports are to be forwarded at quarterly intervals to the SACICS.

The Managers Industries are responsible for the continuing implementation of this policy.
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