Goulder, Karen

From: Williams, Juls
Sent: 18 May 2017 09:44
To: David Mackay
Subject: RE: IT

Thanks Dave
juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RH6 0PQ

From: David Mackay
Sent: 18 May 2017 (09:37

To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Raman
Subject: Re: IT

Morning Juls

Have been working with the infrastructure team to try and resolve this issue. I'm currently waiting for the
service desk to contact virgin to confirm some details.

Will update you in an hour.

David

Sent from my Samsung Galaxy smartphone.

From: "Williams, Juls" { _______ | DPA i

Date: 18/05/2017 09:27 (GMT+00:00)

To: David Mackay 4 DPA i et e .

Ce: "Saunders, Ben" I oA ", Stephen Skittd___ ... DPA ... 1, "Giraldo-
Albelaez, Ramon" 4 ________ | DPA_ T .

Subject: RE: IT

Maorning Dave

C.JS001486_0001



Where are we this morning with IT or are we still waiting for Unify?

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RH6 0PQ

won.  DPA |

Email:i DPA E

www.g4s.com

From: David Mackay
Sent: 17 May 2017 16:24
To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Raman
Subject: Re: IT

Hi Juls
The adsl router has been factory reset.

I am awaiting unify to get back to me with the configuration of the router so I can update it and test.

Will update you as soon as I have more info.
Regards

David

Sent from my Samsung Galaxy smartphone.

-------- Original message --------

From: "Williams, Juls” DPA P
Date: 17/05/2017 15:58 (GMT+00:000_____. :
To: David Mackay 4 i [,
Cc: "Saunders, Ben| DPA >, Stephen Skitt {____. DPA. -onrds "Ciraldo-
Albelaez, Ramon"i DPA i
Subject: I'fF [ —— ememed
Hi Dave
2

C.JS001486 0002



Is there any news on the IT.

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

Woest Sussex RHE OPQ

www.g4s.com
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Goulder, Karen

From: Williams, Juls
Sent: 18 May 2017 10:03
To: Saunders, Ben
Subject: RE: IT

Ben

Just to keep you updated, we have now received our second complaint regarding the IT being closed.

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RH6 OPQ

From: Saunders, Ben

Sent: 18 May 2017 09:59

To: David Mackay; Wiliams, Jus ... ... -~ .

Cc: Stephen Skitt; Giraldo-Albelaez, Ramon; James Phoenix; Roger Taylori._._._. DPA i Simon

Pettifer! DPA a

Subject: RE: IT
Importance: High

Dave,

Thanks for the update and the work you are doing to try to resolve this.

Please let me know if this is going to be an on-going problem as it is causing us operational issues in terms of
detainees frustrated that they cannot access important sites, especially those linked with appeals or the removal
process. We have received complaints and detainees become suspicious, particularly around charter moves.

James / Roger — | am flagging this with you as this is a serious issue for us to resolve quickly. We have been without
detainee internet since Saturday and this poses an operation issue with detainees as well as a contractual {(£450 per
day) and reputational issue with the Home Office at a time when they are evaluating our bid for the Gatwick
contract and we have experienced similar significant issues with detainee internet in recent history,

I'd be grateful for some reassurance that this will be given absolute priority please.

Kind regards

Ben

Ben Saunders
Centre Director — Gatwick Immigration Removal Centres

C.JS001496_0004



Custodial & Detention Services
G4S Care & Justice Services (UK} Limited
Southside, 105 Victoria Street, London SW1E 6QT

O -
Mok DPA i
S - S i
n
0% T SERVICE EXCELLEMCE
www.gds.com

From: David Mackay

Sent: 18 May 2017 09:37

To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelasz, Ramon
Subject: Re: IT

Morning Juls

Have been working with the infrastructure team to try and resolve this issue. I'm currently waiting for the
service desk to contact virgin to confirm some details.

Will update you in an hour.

David

Sent from my Samsung Galaxy smartphone.

From: "Williams, Juls"t " ""DPA i

Date: 18/05/2017 09:27 (GMT+00:000 _ ___ .

To: David Mackay < - :

Cec: "Saunders, Ben'i _._._._..._._.._. P_P_A__ ............. 4 Stephen Skitt 4 _ ~DPA i "Giraldo-

Albelaez, Ramon” 4
Subject: RE: IT

Morning Dave
Where are we this morning with IT or are we still waiting for Unify?

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

C.JS001486 0005



Perimeter Road South

Gatwick Airport
West Sussex RH8 0PQ
Tel: 4 :
Mob:| DPA

Lt it e —— -
EmaiI:Er _______ DPA j
www.g4s.com

From: David Mackay
Sent: 17 May 2017 16:24
To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Ramon

Subject: Re: IT

Hi Juls

The adsl router has been factory reset.

I am awaiting unify to get back to me with the configuration of the router so I can update it and test.

Will update you as soon as [ have more info.

Regards

David

Sent from my Samsung Galaxy smartphone.

-------- Original message --------

From: "Williams, Juls"! DPA

To: David Mackay <
Cc: "Saunders, Ben'" DPA

e e ke ¢ e

Albelaez, Ramon” i

Subject: [T
Hi Dave
Is there any news on the IT,

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

(G4s Care and Justice Services (UK) Ltd
Brook House IRC

""""" "Giraldo-

i
....... _it
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Perimeter Road South
Gatwick Airport
West Sussex RHE 0PQ

ver, DPA |

C.JS001486 0007



Goulder, Karen

From: Saunders, Ben

Sent: 17 May 2017 11:056

To: James Phoenix; Haughton, Dan; David Mackay

Cc: Roger Taylor | L i; Stephen Skitt; Williams, Juls
Subject: RE: FW: IT issues Ticket R-146333

Dave

Just checking you are here at Brook.

We've got an internet issue and are keen to fix it urgently.
Kind regards

Ben

Ben Saunders

Centre Director — Gatwick Immigration Removal Centres
Custodial & Detention Services

GA4S Care & Justice Services {UK) Limited
Southside, 105 Victoria Street, London SW1E 6QT
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www.g4s.com

From: James Phoenix

Sent: 16 May 2017 10:55

To: Haughton, Dan; David Mackay
Cc Roger Taylor 4 T [2]=7 % Saunders, Ben; Stephen Skitt; Williams,
Juls ................... 1

Subject: Re: FW: IT issues Ticket R-146333

Dan,
David Mackay is back from leave tomorrow and is at Brook House.

Dave - Pls can vou look at this first thing.

Kind regards

James Phoenix
Head of IT Operations (UK&l)

Mob:iL_ DPA i

&G4S Regional Management (UK&I) Lid
S wthside, 105 Victoria Street, London SW1E 6QT

C.JS001486 0008



On 16 May 2017 at 10:33, Haughton, Dan <:L ______ DPA b wrote:
Morning Roger,

We need some assistance with the above ticket. OQur detainee internet access is currently down at Brook
House. The computers are operational but cannot connect to the internet. [ followed the instruction sent by
Virgin Media but could not connect to the router from the internet browser. I am not sure due to
administrator access il any local staff would be able to access the router to perform the reset or if the fault is
with Virgin as the router lights suggest internet access is present.

This loss of service is concerning as we are failing on our contractual requirements on a daily basis which
could potentially lead to incurring penalty points.

Regards

fcid:image003.jpg@01 D2CE2F.EE749C10]

Dan Haughton

Support Services Manager

Custodial & Detention Services

G485 Care and Justice Services (UK) Ltd
Brook House Immigration Removal Centre
Perimeter Road South

Gatwick Airport

West Sussex

RH6 0PQ

rar. DPA__ |

www.gds.com<http://www.gds.com/>

Official | Official - Sensitive | Secret | Top Secret

From: Haughton, Dan

Sent: 14 May 2017 21:54

To: Timms, Barry; Stephen Skitt; Williams, Juls; Saunders, Ben

Ce: David Mackay

Subject: 1T issues

All,

Issues with IT suite Saturday:

* DCO reported IT suite was not working - no internet connection at 08.45
* I reset the TH router at 09.10

* DCO tried IT suite again, still no internet access at 09.40

* IT helpdesk called at 10.15

C.JS001486 0009



§ IT helpdesk responded at 11.03 stating the fault had been logged with Virgin
* DCO requested to try the I'T suite hourly

* IT helpdesk called back at 11.31 with an update, Virgin found a "noise fault" on the line and had
cleared it. Advised to try accessing the internet again and if this did not work to reboot the router again and
{ry to access

% IT suite was tried again at 11.45 still no access
¥ 1 rebooted the TH router at 12.20
® IT suite retried at 13.15 still no access

* IT helpdesk emailed at 13.38

* IT helpdesk returned call at 11.38 to advise they would contact Virgin again

% Virgin Media responded with some guidance to try and resolve at 1730
Sunday:

* Guidance from Virgin attached and was attempted at 08.30 but did not resolve
0 IT helpdesk updated - no response

Monday:

i No access to internet from detainee I'T suites

* Ticket chased - no response

Tuesday:

# No internet access from detainee IT suites

* Update from IT helpdesk stating the ticket with Virgin has been re-opened

Regards

[ cid:image002.jpg@01D2CCFC.8CI81E10]

Dan Haughton

Support Services Manager

Custodial & Detention Services

G4S Care and Justice Services (UK) Ltd
Brook House Immigration Removal Centre
Perimeter Road South

Gatwick Airport

West Sussex

RH6 OPQ

C.JS001486 0010



Tel: i i
Tel: DPA
Emaili ppPA i

www.g4s.com<http:/fwww.gds.com/>

Official | Official - Sensitive | Secret | Top Secret

C.JS001486_0011



Goulder, Karen

From: Saunders, Ben

Sent: 17 May 2017 14:10

To: David Mackay, James Phoenix; Haughton, Dan

Ce: Roger Tayler{ ___— "~ =" DFA T i Stephen Skitt; Williams, Juls
Subject: RE: FW: IT issues Ticket R-146333 777 B

Great, thanks Dave.
Kind regards
Ben

Ben Saunders

Centre Director — Gatwick Immigration Removal Centres
Custodial & Detention Services

G45 Care & Justice Services (UK) Limited

Southside, 105 Victoria Street, London SW1E 6QT

QUR
VALUES

www.gds.com

From: David Mackay
Sent: 17 May 2017 11:11

Cc: Roger Taylor i DPA "1 Stephen Skitt; Williams, Juls

Subject: Re: FW: IT issues Ticket R-146333

Hi Ben

Yes I'm here down at Tinsley as this is where the adsl line comes in for detainee internet.

Will keep you posted.

Regards

David

Sent from my Samsung Galaxy siartphone.

C.JS001486 0012



Date: 17/05/2017 11:04 (GMT+00:000

To: James Phoenix 4 ] DPA_ T | "Haughton, Dan" 1 _ _DPA i David
Mackay<________ DPA . L -
Co: "Roger Tagiop s S -
Stephen Skittd 1 DPA >, "Williams, Juls™ DPA i

Subject: RE: I'W: IT issues Ticket R-146333

Dave

Just checking you are here at Brook.

We've got an internet issue and are keen to fix it urgently.
Kind regards

Ben

Ben Saunders

Centre Director — Gatwick Immigration Removal Centres
Custodial & Detention Services

G4S Care & Justice Services (UK} Limited
Southside, 105 Victoria Street, London SW1E 6QT

-ICIacl:b:é D PA i .

| INTEGRITY
RESTOT

www.gds com

From: James Phoenix
Sent: 16 May 2017 10:55

Cc: Roger Taylori ''''''''''' DPA ESaunders, Ben; Stephen Skitt; Williams,

Juls -
Subject: Re: FW: IT issues Ticket R-146333

Dan,
David Mackay is back from leave tomorrow and is at Brook House.

Dave - Pis can you look at this first thing.

Kind regards

James Phoenix

Moby DPA

G48 Regional Management (UK&#) Ltd
Southside, 105 Victoria Street, London SW1E 8QT

C.JS001486 0013



On 16 May 2017 at 10:33, Haughton, Dan ‘;. DPA

Morning Roger,

b wrote:

We necd some assistance with the above ticket. Our detaincc internet access is currently down at Brook
House, The computers are operational but cannot connect Lo the internet. I followed the instruction sent by

Virgin Media but could not connect to the router from the internet browser. I am not sure due to

administrator access if any local staff would be able to access the router to perform the reset or if the fault is

with Virgin as the router lights suggest intcrnet access 18 present.

‘This loss of service is concerning as we are failing on our contractual requirements on a daily basis which

could potentially lead to incurring penalty points.

Regards

[cid:image003 jpg@01D2CE2F. EE749C10]

Dan Haughton

Support Services Manager

Custodial & Detention Services

(48 Care and Justice Services (UK) Ltd
Brook House Immigration Removal Centre
Perimeter Road South

Gatwick Airport

West Sussex

RH6 OPQ)

www.gds.com<http://www.gds.com/>

Official | Official - Sensitive | Secret | Top Secret

From: Haughton, Dan

Sent: 14 May 2017 21:54

To: Timms, Barry; Stephen Skitt; Williams, Juls; Saunders, Ben
Cc: David Mackay

Subject: [T issues

All,

Issues with I'l" suite Saturday:

* DCO reported IT suite was not working - no internet connection at 08.45

* I reset the TH router at 09.10
* DCO tried IT suite again, still no internet access at 09.40

* IT helpdesk called at 10.15

C.JS001496_0014



* [T helpdesk responded at 11,03 stating the fault had been logged with Virgin
* DCO requested to try the IT suite hourly

* IT helpdesk called back at 11.31 with an update, Virgin found a "noise fault" on the line and had
cleared it. Advised to try accessing the internet again and if this did not work to reboot the router again and

iry to access

* IT suite was tried again at 11.45 still no access
* I rebooted the TH router at 12.20

* IT suite retried at 13.15 still no access

* I'T helpdesk emailed at 13.38

* IT helpdesk returned call at 11.38 to advise they would contact Virgin again

# Virgin Media responded with some guidance to try and resolve at 1730
Sunday:
* Guidance from Virgin attached and was attempted at 08.30 but did not resolve

* IT helpdesk updated - no response

Monday:

* No access to internet from dcetainee IT suites
* Ticket chased - no response

Tuesday:

* No internet access from detainee IT suites

* Update from IT helpdesk stating the ticket with Virgin has been re-opened

Regards

[cid:image002.jpg@01D2CCFC.8C981E10]

Dan Haughton

Support Services Manager

Custodial & Detention Services

G4S Care and Justice Services (UK) Ltd
Brook House Immigration Removal Centre
Perimeter Road South

Gatwick Airport

West Sussex

RHé6 0PQ

C.JS001486 0015



Email:! _ DPA :
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Goulder, Karen

From: Saunders, Ben

Sent: 18 May 2017 09:59

To: David Mackay, Williams, Juls e .

Cc: Stephen Skitt; Giraldo-Albelaez, Ramon: James Phoenix; Roger Taylori DPA i
Simon Pettiferi DPA ! L e SR 4

Subject: RE: IT Limimimimimrm et e 4

Importance: High

Dave,

Thanks for the update and the work you are doing to try to resolve this.

Please let me know if this is going to be an on-going problem as it is causing us operational issues in terms of
detainees frustrated that they cannot access important sites, especially those linked with appeals or the removal
process. We have received complaints and detainees become suspicious, particularly around charter moves.

James / Roger — | am flagging this with you as this is a serious issue for us to resolve quickly. We have been without
detainee internet since Saturday and this poses an operation issue with detainees as well as a contractual (£450 per
day) and reputational issue with the Home Office at a time when they are evaluating our bid for the Gatwick
contract and we have experienced similar significant issues with detainee internet in recent history.

I'd be grateful for some reassurance that this will be given absclute priority please.
Kind regards

Ben

Ben Saunders

Centre Director — Gatwick Immigration Removal Centres

Custodial & Detention Services

G45S Care & Justice Services {UK) Limited
Southside, 105 Victoria Street, London SW1E 6QT

www.gds.com

From: David Mackay

Sent: 18 May 2017 0%:37

To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Ramon
Subject: Re: IT

Morning Juls

C.JS001486 0017



Have been working with the infrastructure team to try and resolve this issue. I'm currently waiting for the
service desk to contact virgin to confirm some details.

Will update you in an hour.

David

Sent from iy Samsung Galaxy smartphone.

From: "Williams, Juls'f DPA i
Date: 18/05/2017 09:27 {GMTHEO0:00) ™™~~~

To: David Mackay <
Cc: "Saunders, Ben" D PA

Albelaez, Ramon" 4 DPA i
SubjCCt: RE: IT S S |

L, Stephen Skitt 1'_ DPA E, "Giraldo-

Morning Dave
Where are we this maorning with T or are we still waiting for Unify?

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RHE OPQ

Tel: 1 i
M%b:i_ DPA ..... i

WWW.g4s.com

From: David Mackay
Sent: 17 May 2017 16:24

To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Raman
Subject: Re: IT

Hi Juls

The adsl router has been factory reset.

I am awailing unify to get back to me with the configuration of the router so I can update it and test.

Will update you as soon as I have more info.

C.JS001486 0018



Regards

David

Sent from my 8amsung Galaxy smartphone.

-------- Original message --------

From: "Williams, Juls" DPA i

Date: 17/05/2017 15:58 (GMT=+00:00)

To: David Mackay i~y i O :
Ce:"Suunders, Beni,___ DPA ; Stephen Skitt} __ DPA e §"Giraldo-
Albelaez, Ramon” ' DPA i

Subject: IT
Hi Dave
Is there any news on the IT.

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RHE6 OPQ

v,  DPA |

www.g4s.com

C.JS001486 0019



Goulder, Karen

From: Saunders, Ben

Sent: 19 May 2017 13:02

To: David Mackay; Williams, Juls

Cc: Stephen Skitt; Giraldo-Albelaez, Ramon
Subject: RE: IT

Hi Dave,

Any update on our IT issues?

Has the BT engineer arrived?

Kind regards

Ben

Ben Saunders

Centre Director — Gatwick Immigration Removal Centres
Custodial & Detention Services

G4S Care & Justice Services (UK} Limited
Southside, 105 Victoria Street, London SWI1E 6QT

INYEGRITY L SAFE
CmpseecT D SR EXCE

www.gds.com

From: David Mackay
Sent: 18 May 2017 13:03
To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Ramon

Subject: RE: IT

Afternoon

I have again gone through the config on the router with Virgin and still no internet.

Virgin have now agreed to send out a BT engineer to site tomorrow to check the line here at Tinsley.

The BT engineer is due at Tinsley between § & 13:00 I'm the site contact as | will be on site all day tomorrow.

Regards
David

From: David Mackay
Sent: 18 May 2017 09:37

C.JS001486 0020



To: Williams, Juls
Cc:! Saunders, Ben; Stephen Skitt; Giraldo-Albelasz, Ramon
Subject: Re: IT

Morning Juls

Have been working with the infrastructurc team to try and resolve this issue. I'm currently waiting for the
service desk to contact virgin to confirm some details.

Will update you in an hour.

David

Sent from my Samsung Galaxy smartphone.

-------- Original messagg ==------ S——

From: "Williams, Juls"4 DPA F
Date: 18/05/2017 09:27 (GMT+00:00)
To: David Mackay 1 p=

Cc: "Saunders, Ben'}

Albelaez, Ramon" <~ DPA TR

Subject: RE: IT  i==rmemimimimemimimimmimmies

DPA | "Giraldo-

-,
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Moaorning Dave
Where are we this morning with IT or are we still waiting for Unify?

Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

(G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RH6 OPQ

i DPA |

b e e e 1

Emailzg D p A

From: David Mackay

Sent: 17 May 2017 16:24

To: Williams, Juls

Cc: Saunders, Ben; Stephen Skitt; Giraldo-Albelaez, Ramon
Subject: Re: 1T

C.JS001486_0021



Hi Juls

The adsl router has been factory reset.

I am awaiting unify to get back to me with the configuration of the router so I can update it and test.

Will update you as soon as [ have more info.

Regards

David

Sent from my Samsung Galaxy smartphone,

———————— Original message --------

From: "Williams, Juls"4 DPA '

Date: 17/05/2017 15:58 (GMT+00(:00)

To: David Mackay 4~ B A r

Ce: "Saunders, Bent D PA_ >, Stephen Skitt
Albelaez, Ramon" § DPA :
Subject IT e et

Hi Dave

Is there any news on the IT.
Cheers juls

J P Williams

Residential and Regimes Manager
Custodial & Detention Services

G4s Care and Justice Services (UK) Ltd
Brook House IRC

Perimeter Road South

Gatwick Airport

West Sussex RHG OPQ

1
1
e —————————— —

www.g4s.com

i "Giraldo-
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Goulder, Karen

From: Stephen Young | DPA i
Sent: 13 May 2017 1732~ ===~

To: Haughton, Dan

Subject: R-146333 - Brook House Detainee Internet

Hi Dan,

As discussed, please see the below message from Virgin - I've added this note to the ticket for my
colleagues to see but sent it separately to you as the formatting may look obscure from the

automatic email from the ticket system.

"We (ried to call back but the call rang out, can you please try the following to restore service, please first

factory reset by holding down the reset button for 30secs, then:
1. Open an internet browser
2. In the Address bar type 192.168.1.1

3. Username: admin
Password: password

4. Click " No, I would like to configure the router myself”
5. Click Advanced > Setup > Internet Setup

6. Click my internet connection requires a Login

7. Login: :__ _______ DPA i

Password:{ "~ "ppa__ |

8. Click Apply"

I will add the ticket details onto our handover for today for tomorrow's shift to monitor.

Thanks
Regards,

Stephen Young
IT Operations Analyst

G4s
14 Silver Fox Way, Cobalt Business Park, Newcastle-upon-Tyne, NE27 0Q)

IT Service Desk Contact Details:
Weh Portal: https:/fitsupport.g4s.com/

C.JS001486 0023



