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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

STATISTICS up to end March 201 |

Recommendations
Tracking

A total of 230 recommendations for
improvements were made in 2010/11.90%
have been accepted by the Prison Service.

i

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

Prisoner
Ombudsman

Welcomes SEE
Programme

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.

The Director General has started a
programme of work — the Strategic

600 Efficiency and Effectiveness programme
500 - that will, over the next few years, help
to make sure that the prison regime
e includes as much purposeful activity — like
300 education, work experience, training and
200 other activities as possible.
100 -—— 2009/10 The Director General wants to ensure
144 349 197
0 m 2010/11 that offenders are at the centre of the

Eligible Complaints
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Ineligible Complaints

Ao (G Prison Service’s focus and that every effort

is made to help them to reduce the risk of
their re-offending on release.

Improved Access to Freephone for
Foreign National Prisoners

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 | 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.

Meeting with MINISTER

1—]

Inside Issues Summer 201 | edition

FREEPHONE 0800 783 6317

Earlier this year the Prisoner

_mem 8 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.

Best Practice Visits

Staff Changes

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.

Manager and Lesley McCombe, our new
Complaints Investigator.

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

Welcome to Olga Cassidy, our new Office

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 | as a prisoner
want prison to help me”, in whatever format is best for you, by 15th July 201 1.
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.

Death in Custody Investigations

Since the last edition of Inside Issues the = (O =

office has published another death in custody S i _ —
investigation report, bringing to 12 the total —r::-.'::': __“:?:“'“ —
number of investigations completed and 1 E: e
published in the last |5 months. There are P i e "
currently seven death in custody investigations = =
ongoing. —

Information Sessions
for Prisoners

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.
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Egal worum es sich bei Ihrer
Beschwerde handelt, sollten Sie an
erster Stelle versuchen, das Problem
ber den internen Schlichtungsdienst
der Haftanstalt zu [&sen, bevor Sie
sich an den Ombudsmann fiir den
Strafvollzug wenden. Sollten Sie

die Dienste eines Ubersetzers
bendtigen, um mit der

Dienststelle des Ombudsmanns
Kontakt aufzunehmen, kénnen

Sie einen Mithéftling, einen
Vollzugsbediensteten, ein IMB-
Mitglied oder ein Familienmitglied
bitten, stellvertretend fiir Sie

unter Freiruf 0800 783 6317 den
Ombudsmann fiir den Strafvollzug
zu kontaktieren. Der Ombudsmann
wird daraufhin veranlassen, dass
ein Sachbearbeiter Sie mit einem
Dolmetscher besucht und Ihnen
beim Vorbringen lhrer Beschwerde

behilflich ist.

— LATVIAN

Neatkarigi no ta, par ko jus
iesniedzat sidzibu, no sakuma,

lai atrisingtu problému, jums ir
jgizmanto Cietuma dienesta iek3gjo
sudzibu iesniegsanas karfiba
(Prison Service Internal Complaints
Process), pirms jis vér3aties pie
leslodzito ombudsmena. Ja péc tam
jus vél aizvien neesat apmierindts
(+a), jOs varat iesniegt sodzibu
leslodzito ombudsmenam.

Ja jums ir nepieciesami tulka
pakalpojumi un palidziba, lai
sazingtos ar leslodzito ombudsmena
biroju, jis varat palugt citu
ieslodzito, cietuma darbinieku,

IMB (Neatkarigas uzraudzibas
parvaldes) biedru vai gimenes
locekli sazinaties ar leslodzito
ombudsmenu jusu varda, piezvanot
pa misu bezmaksas talruni 0800
783 6317. Ombudsmens paripésies
par to, lai pie jums ierastos
amatpersona ar tulky,

laujot jums iesniegt stdzibu.

The
‘ Prisoner
Ombudsman

for Northern Ireland

= LTITHUANIAN

Koks bebty jisy skundo pagrindas,
pirmiausiai problemq reikéty spresti
pagal Kaléjimy tarnybos vidaus
skundy sprendimo tvarkq, ir tik po

to kreiptis j Kaliniy ombudsmeng. Jei
problemos isspresti nepavyko, galite
kreiptis  Kaliniy ombudsmeng. Jeigu
jums reikia vertéjo, kuris padéty
kreiptis j Kaliniy ombudsmeno
tarnybq, paprasykite, kad kuris nors
i§ kaliniy, kaléjimo darbuotojy, NMT
(Nepriklausomos stebéjimo tarnybos)
nariy arba jUsy artimyjy josy vardu
paskambinty Kaliniy ombudsmenui
nemokamu telefonu 0800 783

6317. Ombudsmenas pasiripins,
kad jus aplankyty tarnybos atstovas
kartu su vertéju ir padéty jums
paruodti skundg.

'r NIGERIAN

Fun esunkesun ti o bd ni, o gbedo
koko fi sun ilé ise afisyn ti inu

Qgbd ewen lati yaniji oro naa ki o
16 fi to alagbawi awon elewon Iéti.
Lehin igba ti o ba se &yi tan, ti ko
bd si te ¢ lorun naq, o [& fi ejo naa
sun alagbawi awen elewon. Ti o
bé fe olutumo &dé lati ran ¢ lowo
pelu kikan si ilé ise alagbawi awon
elewon, o |& beere lowo elewon .
omiran, tabi okan ninu awon osise
igbimo ibéjuté itoju awon elewon,
&yi ti a npe ni IMB, tabi ard ile re
lati ba o kan si alagbawi awon
elewon lérf ero ibanisoro ofe wa ti
o je 0800 783 6317 Alagbawi naa
yi 0 wa se &6 wipé ki eniyan kan
wa ri ¢ pelu olutumo &dé lati ran

o lowo pelu fifi gjo sun.

MR 560sH

Wszystkie skargi nalezy sktadaé
najpierw drogg wewnetrznej

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

INSIDEISSUES

procedury sktadania skarg
obowigzujgcej w stuzbie wieziennej.
Osoby niezadowolone ze sposobu
rozpatrzenia skargi mogq nastepnie
zwrécié sig do rzecznika praw
wiezniéw (Prisoner Ombudsman).
Przy sktadaniu skargi do rzecznika
praw wiezniéw mozliwa jest pomoc
ttumacza. Osoby, ktére chciatyby

z niej skorzysta¢ mogq poprosié
innego wieznia, pracownika stuzby
wieziennej, cztonka niezaleznej
rady monitorujgcej (IMB) lub
cztonka rodziny o skontaktowanie
sie z biurem rzecznika w ich imieniu
pod bezptatnym numerem telefonu
0800 783 6317. W ztozeniu skargi
pomocy udzieli wéwczas pracownik
biura rzecznika podczas wizyty

z lumaczem.

"™ PORTUGUESE

Qualquer que seja a natureza da
sua reclamacé&o, deverd inicialmente
utilizar o Processo de Reclamacdes
Interno dos Servicos Prisionais para
tentar resolver o seu problema

antes de contactar o Provedor de
Justica (Prison Ombudsman). Se
tiver seguido esse procedimento e
ainda ndo estiver satfisfeito, poderd
apresentar a sua reclamacéo ao
Provedor de Justica. Se necessitar
dos servicos de um tradutor para

o ajudar a estabelecer contacto
com o Gabinete do Provedor de
Justica, pode solicitar a ajuda de
outro prisioneiro, guarda prisional,
membro do IMB ou familiar para
entrar em contacto com o Provedor
de Justica em seu nome através do
ndmero 0800 783 6317, a chamada
é gratuita. O Provedor enviard

um membro do seu gabinete,
acompanhado por um fradutor para
o ajudar a apresentar a reclamagdo.
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New Process for
Complaints

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.

See back page for information on
‘'HOW TO COMPLAIN' in other languages
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Prison Review Report
Welcomed

| 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




