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Our Ref: CMS 131000148600 

D381 

4 Lockfields House 
Wadding Street 
London 
SE17 1BD 

15th June 2017 

Dear : D381 

Complaint Reference Number: CMS 131000148600 

Brook House 
Immigration Removal Centre 

Perimeter Road South 
Gatwick Airport RH6 OPQ 
England 

Tel: [ DPA 
Fax: 

I am writing to inform you that, we have received your complaint letter from 6th of June 
which we were allocated yesterday. 

I am arranging for the issues you have mentioned to be investigated by our Diversity 
Detainee Custody Manager and we will aim to complete our response by the 4th of 
July 2017. 

If, for any reason this date will not be met, we will write to you telling you the reasons 
why and what will happen next. 

Yours sincerely 

Signature 

Karen Goulder 
Complaints Clerk — Brook House IRC 
G4S Custodial & Detention Services 
Central Government Services 

G4S 

Registered Office: Farncombe House 
Broadway, Worcestershire 

Registered Number: 3333860 England 

CJS001400_0012 



Goulder, Karen 

From: Gatwick Enquiries 
Sent: 15 June 2017 17:18 
To: 'Detention Services Complaints' 
Subject: ACK: 131000148600 - D5 *:1- NRO Brook House - Unfair Treatment - TD 04/07/17 
Attachments: 14.06.17 - D381  J - (MC) CMS 131000148600 - ack.doc 

Hi Kaz, 

Here is the acknowledgment for [.___D381 I 

Kind regards 

Kaz 

Karen Goulder 
Administrator 
Gatwick IRCs 
Custodial & Detention Services 
G4S Care and Justice Services (UK) Ltd 

Phone: [ _ DPA 

Email: i DPA : or : DPA__ : 

www.q4s.com/uk 

If sending an email containing OFFICIAL / OFFICIAL SENSITIVE information, please use the secure email account 
listed above 

From: Detention Services Complaints [mailto:DETSECOM@honneoffice.gsi.gov.uk] 
Sent: 14 June 2017 14:08 
To: Gatwick Enquiries 
Subject: FW: 131000148600 - - NRO Brook House - Unfair Treatment - TD 04/07/17 

Hi Kaz 

As requested, 

Kaz 

Karen Howland 

Complaints Lead - Detention Services CSU - Returns 
Immigration Enforcement 
Home Office 

3rd Floor Apollo House 
36 Wellesley Rd 
Croydon CR9 3RR 

Tel: [_____DPA 

1 
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Goulder, Karen 

From: Gatwick Enquiries 
Sent: 15 June 2017 10:13 
To: Conway Edwards 
Cc: Stewart Povey; Stephen Skitt; Saunders, Ben; Michelle Fernandes 
Subject: FW: 131000148600 -[D3811- NRO Brook House - Unfair Treatment - TD 30/06/17 
Attachments: - M1095516.pdf 

Importance: High 

Hi Conway, 

PSU have referred this back to us, and as instructed by Steve, please can you have a look into this complaint and 
return a response to Stewart, with evidence, for approval by the 30th of June? 

Cheers 

Karen 

Karen Goulder 
Administrator 
Gatwick IRCs 
Custodial & Detention Services 
G4S Care and Justice Services (UK) Ltd 

Phone: [._ DPA 

Email: 1 DPA DPA 

www.g4s.com/uk 

If sending an email containing OFFICIAL / OFFICIAL SENSITIVE information, please use the secure email account 
listed above 

9.FEI ANF) 
SERVICE FM 1:11±NCE: 

From: Stephen Skitt 
Sent: 06 June 2017 13:27 
To: Goulder, Karen; Saunders, Ben; Williams, Juls; Michelle Fernandes 
Subject: RE: Brook House Complaint - [ D381 

Thanks Karen 

Can Conway have sight of this as he will be looking into at some point lets await PSU response 

Steve 

Steve Skitt 
Deputy Director Gatwick IRCs 
Custodial and Detention Services 

1 
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Goulder, Karen 

From: Detention Services Complaints <DETSECOM©homeoffice.gsi.gov.uk> 
Sent: 15 June 2017 09:11 
To: Gatwick Enquiries 
Subject: RE: 131000148600 - - NRO Brook House - Unfair Treatment - TD 04/07/17 
Attachments: E§5:111 - M1095516.pdf 

Follow Up Flag: Follow up 
Flag Status: Completed 

Morning 

Ooer definitely a gremlin in the works! 

Yes classified as Unfair treatment, PMA to you these weeks are flying by 

Regards 

Kaz 

Karen Howland 

Complaints Lead - Detention Services CSU - Returns 
Immigration Enforcement 
Home Office 

3rd Floor Apollo House 
36 Wellesley Rd 
Croydon CR9 3RR 

Tel: L DPA 

Email:L DPA I 

www.homeoffice.gov.uk 

From: Gatwick Enquiries [mailto:Gatwick.Enquiries©uk.g4s.corn]
Sent: 15 June 2017 08:40 
To: Detention Services Complaints 
Subject: RE: 131000148600 - [D3811- NRO Brook House - Unfair Treatment - TD 04/07/17 

Hi Kaz, 

Thanks for this.. .can you believe it, I only got your email at 20:14 last night! Something must have been playing up 

with emails yesterday!! 

Am I right in thinking it will be classified as Unfair Treatment.. . . I have put it into the subject heading as that for the 
meantime! 

PMA!! It's Thursday!! 

O 

Kaz 

1 
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Karen Goulder 
Administrator 
Gatwick IRCs 
Custodial & Detention Services 
G4S Care and Justice Services (UK) Ltd 

Phone: DPA 

Email: _ DPA i or DPA 

www.q4s.com/uk 

If sending an email containing OFFICIAL / OFFICIAL SENSITIVE information, please use the secure email account 
listed above 

From: Detention Services Complaints [mailto:DETSECOM©homeoffice.gsi.gov.uk]
Sent: 14 June 2017 14:08 
To: Gatwick Enquiries 
Subject: FW: 131000148600 - [Eiji! - NRO Brook House - Unfair Treatment - TD 04/07/17 

Hi Kaz 

As requested, 

Kaz 

Karen Howland 

Complaints Lead - Detention Services CSU - Returns 
Immigration Enforcement 
Home Office 

3rd Floor Apollo House 
36 Wellesley Rd 
Croydon CR9 3RR 

Tel: DPA 

DPA 

www.homeoffice.gov.uk 

From: Detention Services Complaints 
Sent: 14 June 2017 10:10 
To: 'Gatwick Enquiries' 
Cc: IRC Brook House Inbox; DPA 
Subject: FW: 131000148600 - 

2 
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Hi Kaz 

PSU referred this case back on CMS, however we were not advised of this so thank you for 
highlighting. 

I have re allocated on CMS and adjusted the target date to the correct one — 4th July. 

FCase Ref 
I_____ 
'Initial Category 

iRepresentative / 3rd Party 

ITitle 
'Description 

'Status 

!Due Date 

'Allocated To 

'Created Date 

Created by 

Complainant 

1131000148600 

'Home Office » Complaint » Serious Misconduct 

D381 

Minor Misconduct 

Open 

i'l Jul 17 00:00 (19 days from now) 

NRO-Brook House 

•/ Jun 17 12:11 (6 days ago) 

Karen Howland 

Priority Non-Urgent (3)

Severity Medium 

Internal Only 
1ComplainteForms 

Regards 

Kaz 

Karen Howland 

Complaints Lead - Detention Services CSU - Returns 
Immigration Enforcement 
Home Office 

3rd Floor Apollo House 
36 Wellesley Rd 
Croydon CR9 3RR 

Tel: [ DPA 

Email:I DPA 

www.homeoffice.gov.uk 

From: Gatwick Enquiries [mailto:Gatwick.Enouiriesguk.g4s.com]
Sent: 12 June 2017 10:18 
To: Detention Services Complaints 
Subject: FW: 131000148600 - D381

Hi Kaz, 

I believe this may have been sent back from PSU ad I wondered if we will be allocated it to investigate if that is the 
case? 

3 
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It is only because I know he has a few ongoing at the moment! 

Cheers 

Kaz 

Karen Goulder 
Administrator 
Gatwick IRCs 
Custodial & Detention Services 
G4S Care and Justice Services (UK) Ltd 

Phone: DPA • 

Email: DPA i or i DPA 1 

www.q4s.com/uk 

If sending an email containing OFFICIAL / OFFICIAL SENSITIVE information, please use the secure email account 
listed above 

From: Detention Services Complaints [mailto:DETSECOMOhomeoffice.gsi.gov.uk]
Sent: 07 June 2017 12:17 
To: Gatwick Enquiries 
Cc: IRC Brook House Inbox 
Subject: 131000148600 - [ID381 

Dear colleagues 

FYI the attached complaint has been referred to PSU. 

Regards 

Kaz 

Karen Howland 

Complaints Lead - Detention Services CSU - Returns 
Immigration Enforcement 
Home Office 

3rd Floor Apollo House 
36 Wellesley Rd 
Croydon CR9 3RR 

Tel: : DPA 

DPA 

www.homeoffice.gov.uk 
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From: Levett Simon 
Sent: 06 June 2017 12:13 
To: Detention Services Complaints 
Cc: 'Jackie Colbran'; 'Goulder, Karen' 
Subject: Brook House Complaint 

Afternoon, 

For your action 

Regards 

Simon Levett 
Deputy Immigration Manager 
Immigration Enforcement 

Home Office 
Brook House IRC, Perimeter Road South, 
Gatwick Airport, West Sussex, RH6 OPQ 

T: r DPA 

F: DPA 

DA: DPA 

WWW.C10V.uk/home- oifice 

44444 ************************* tt****************** 

This email and any files transmitted with it are private and intended 
solely for the use of the individual or entity to whom they are addressed. 
If you have received this email in error please return it to the address 
it came from telling them it is not for you and then delete it from your system. 
This email message has been swept for computer viruses. 

********************************************************************** 

********************************************************************** 

Please consider the environment before printing this email. 

*******************************4*******4**4**44*******444444*****44** 

This communication may contain information which is confidential, personal and/or privileged. It is for 
the exclusive use of the intended recipient(s). 

If you are not the intended recipient(s), please note that any distribution, forwarding, copying or use 
of this communication or the information in it is strictly prohibited. If you have received it in error 
please contact the sender immediately by return e-mail. Please then delete the e-mail and any copies 
of it and do not use or disclose its contents to any person. 

Any personal views expressed in this e-mail are those of the individual sender and the company does 
not endorse or accept responsibility for them. Prior to taking any action based upon this e-mail 
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message, you should seek appropriate confirmation of its authenticity. 

This message has been checked for viruses on behalf of the company. 

********************************************************************* 

The details of the company, which is part of the G4S group of companies, are included below: 

G4S Care and Justice Services (UK) Limited, trading as G4S Central Government Services, Registered 
Office: Southside, 105 Victoria Street, London, SW1E 6QT, Registered in England No. 390328. 

G4S Facilities Management (UK) Limited, Registered Office: Southside, 105 Victoria Street, London, 
SW1E 6QT, Registered in England No. 3333860. 

This email has been scanned by the Symantec Email Sccurity.cloud service. 
For more information please visit http://www.symanteccloud.com 

Please consider the environment before printing this email. 
********************************************************************* 

This communication may contain information which is confidential, personal 
and/or privileged. It is for the exclusive use of the intended recipient(s). 
If you are not the intended recipient(s), please note that any distribution, 
forwarding, copying or use of this communication or the information in it is 
strictly prohibited. If you have received it in error please contact the sender 
immediately by return e-mail. Please then delete the e-mail and any copies 
of it and do not use or disclose its contents to any person. 
Any personal views expressed in this e-mail are those of the individual 
sender and the company does not endorse or accept responsibility for 
them. Prior to taking any action based upon this e-mail message, you 
should seek appropriate confirmation of its authenticity. 
This message has been checked for viruses on behalf of the company. 
********************************************************************* 

G4S Regional Management (UK&I) Limited, Registered Office: Southside, 105 Victoria Street, London, 
SW1E 6QT. Registered in England No. 3189802. 

G4S Care and Justice Services (UK) Limited, trading as G4S Central Government Services, Registered 
in England No. 390328. 
G4S Health Services (UK) Limited, Registered in England No. 5121608. 
G4S Government and Outsourcing Services (UK) Limited, trading as G4S Outsourcing Services, 
Registered in England No.3175173. 
G4S Facilities Management (UK) Limited, Registered in England No. 3333860. 
G4S Investigation Solutions (UK) Limited, Registered in England No. 3749819. 
G4S Monitoring Technologies Limited, Registered in England No. 2626613. 
G4S Ordnance Management Limited, Registered in England No. 7068855. 
G4S Risk Management Limited, Registered in England No. 1540857. 
G4S Secure Solutions (Iraq) Limited, Registered in England No.5128617. 
G4S Risk Consulting Limited, Registered in England No. 4047630. 
The Registered office of all the above companies is Southside, 105 Victoria Street, London, SW1E 6QT. 
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