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Trends in complaints

LOCK DOWNS and restrictions to 
regime are the issues that have featured 
greatest in complaints in the last year.

The impact of  lockdowns and regime 
restrictions on association time, PREPS, 
visits and other activities has been of great 
concern to the Prisoner Ombudsman.

Most of all the Ombudsman is concerned 
about the frustration that is caused when, 
despite having earned an enhanced regime 

under the PREPS system, inmates do not 
then get the association time they have 
earned.

The Prisoner Ombudsman has met with 
Governing Governors and the Director 
General of the Prison Service to discuss 
what can be done to minimize lockdowns 
in the short term and hopes that planned 
changes to staffing arrangements will help 
to ease the situation.

Prisoner 
Ombudsman 
Welcomes SEE 
Programme
The Director General has started a 
programme of work – the Strategic 
Efficiency and Effectiveness programme 
- that will, over the next few years, help 
to make sure that the prison regime 
includes as much purposeful activity – like 
education, work experience, training and 
other activities as possible.

The Director General wants to ensure 
that offenders are at the centre of the 
Prison Service’s focus and that every effort 
is made to help them to reduce the risk of 
their re-offending on release.

A total of 230 recommendations for 
improvements were made in 2010/11. 90% 
have been accepted by the Prison Service.

Recommendations 
Tracking

Improved Access to Freephone for 
Foreign National Prisoners

STATISTICS up to end March 2011
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The Prisoner Ombudsman has recently made improvements to the freephone system 
which will make it easier for foreign national prisoners to speak to us.

From 1 June foreign national prisoners can call the usual freephone number and, 
regardless of their first language, we will be able to have a three way call between the 
inmate, our complaints officer and an interpreter.  If the inmate has an eligible complaint 
we will then make arrangements for an investigator to call with them.

We will be writing to all foreign national prisoners to advise them of the changes and 
how they can use the new improved system.

The freephone number for this service and for other calls about complaints remains the 
same 0800 783 6317.

The Prisoner Ombudsman held the latest 
in a series of information sessions - for 
Lithuanian prisoners – in Maghaberry on 
16 December 2010.  Afterwards we wrote 
to the Governing Governor to make him 
aware of concerns and questions raised by 
the Lithuanian prisoners.

More information sessions are planned for 
later this year.

Information Sessions 
for Prisoners

Meeting with Minister
Earlier this year the Prisoner 
Ombudsman met with David 
Ford, the Minister for Justice, and 
discussed the increase in complaints 
and the progress that had been 
made to complete the backlog of 
death in custody investigations.  The 
meeting was also an opportunity 
to talk about the report from 
the Prisons Review Team.  The 
Prisoner Ombudsman explained to 
the Minister her concerns about 
lockdowns and the availability of 
purposeful activity and why she feels 
the programme for change is so 
important. The Prisoner Ombudsman 
has requested an urgent meeting 
with the Minister to discuss the 
recent sad deaths at Hydebank 
Wood and at Maghaberry prison.
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Staff Changes
Welcome to Olga Cassidy, our new Office 
Manager and Lesley McCombe, our new 
Complaints Investigator.

Farewell to Gemma Brown and John 
Clerkin who have gone off to pastures 
new!

How do you want prison to help you?
The Justice Minister, David Ford, knows that delivering a fit for purpose prison 
service is one of the most pressing things in his in tray.  The Director General of 
the Prison Service has started the SEE programme [see opposite page].  The review 
of prisons, chaired by Dame Anne Owers, is ongoing.  An interim report was issued 
in February and the final report is expected in September.  You may have had the 
opportunity to meet the Review Team. 

The Prisoner Ombudsman is seeking the views of prisoners on how they want 
prison to help them.  Let us have your views, under the heading “How I as a prisoner 
want prison to help me”, in whatever format is best for you, by 15th July 2011.  
There will be prizes for the most thoughtful and creative entries!

The Prisoner Ombudsman will put all the views received together and will present 
them to Dame Anne Owers and her team.

Best Practice Visits
Staff from the Prisoner Ombudsman’s 
office have visited a number of prisons 
in England and Scotland in recent 
months including HMP Frankland and 
HMP Grendon.  The learning from these 
visits will inform our death in custody 
and complaints investigations and 
recommendations.

Death in Custody investigations
Since the last edition of Inside Issues the 
office has published another death in custody 
investigation report, bringing to 12 the total 
number of investigations completed and 
published in the last 15 months.  There are 
currently seven death in custody investigations 
ongoing.
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If you have taken your complaint through the internal complaints
process and you remain unhappy you can contact the Ombudsman by:

FREEPHONE 0800 783 6317
CALL TO THIS NUMBER WILL NOT BE MONITORED

SUMMER 2011

New Process for 
Complaints

Prison Review Report 
Welcomed

Due to the large increase in complaints received this year, 
we have been looking at how we can investigate more 
complaints with the same number of staff.

For some complaints, investigators may have all the 
information they need without visiting an inmate.  In others 
a quick telephone call from the inmate to our office will be 
all that is needed.

We are doing everything that we can to provide a fair, 
impartial and efficient service with our small team, so 
please bear with us.

I hope you will enjoy reading this new shorter and more 
“newsy” style edition of Inside Issues.

Inside you will find an overview of our complaints 
received, the trends in complaints and information on the 
recommendations we have made.

There is also details about the changes we have made to 
our freephone to improve accessibility for foreign national 
prisoners as well as an overview of “What’s Happening” in 
the Prisoner Ombudsman’s Office.

Since the last edition of Inside Issues the Review Team 
set up by the Prisons Minister, David Ford, has published 
an interim report of its work.  The report by Dame Anne 
Owers and her team outlines in clear and simple terms the 
action that is needed to make sure that prison is focussed 
on rehabilitating inmates and reducing re-offending. The 
Director General’s new Strategic Efficiency and Effectiveness 
programme, known as the SEE programme, will play an 
important part in delivering change.

We want to see a purposeful 
regime throughout all of 
our prisons and we look 
forward to playing our part 
in making the programme 
of change work for the 
benefit of all inmates.

Pauline McCabe
Prisoner 
Ombudsman


