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Brook House 
Date: 24th July 2017 

Group complaint 
Various detainees across all residential units 
Brook House 

Dear all 

Complaint Reference Number: CMS 131000152058 

Thank you for your complaint submitted in July 2017 concerning the available IT services 
at Brook House IRC. I am writing to advise that I have now completed my investigation 
and would like to offer the following response. 

This investigation was conducted by myself and involved me looking into the supply or 
internet services by our service provider and the reporting procedures that G4S went 
through in an attempt to resolve the issue as quickly as possible. On several occasions, 
using different PCs, on different days and varying times I have personally logged onto 
machines in our IT suites. 

You wrote that on behalf of all detainees, you have all been suffering because the IT 
services had been running slowly and you wanted the problem fixed because you had 
been delayed in sending or receive emails and general internet usage. 

We also received another letter on an Immigration Request Form dated 21st July, which 
also stated how poor the network connection was and that you have to wait a long time 
for it to connect. 

Although you reported there was a slow connection I am satisfied that supervised access 
was readily available to all detainees. Extensive investigations have taken place and 
continue to take place, by G4S IT engineers, Telefonica, 02, BT and Virgin. The result of 
these investigations showed that the connections that feed the building were running at a 
satisfactory speed. These, being service provider tests, were out of our control, but every 
effort was made by G4S to ensure that the issues were resolved as promptly as possible 
in an attempt to minimise the disruption caused. 

I would like to take this opportunity to apologise for the inconvenience caused, but I 
want to reassure you that action was taken to report the issues as quickly as we were 
able to; it was down to the service providers having to run checks on the reported faults 
which taken the time. G4S continues to strive to improve this area and there will be 
development changes to this area/department in the future month and we welcome 
people's input into this. 
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As all reasonable efforts were made to rectify and investiagte the issue by G4S I have 
concluded that I am unable to uphold your complaint. Opportunities were available for 
detainees to access the internet via other means and I am pleased to say that the fault 
has since been rectified and the IT suite is open with internet access fully available. 

I hope you feel satisfied with the way in which your complaint has been handled, 
however, should you wish to discuss any aspect of it, please feel free to contact me. 

If you are dissatisfied with my response you may appeal to the Prisons and Probation 
Ombudsman who is independent of Immigration Enforcement and G4S. You must do this 
within three months of receiving this letter. Details can be found at 
http://www.ppo.00v.uk/wo-
content/uploads/2014/06/PPO Complaint leaflet Dec 2013.pdf 

The PPO cannot deal with any complaints relating to your immigration status, including 
any decision to remove you from the United Kingdom, nor does the PPO deal with 
complaints about healthcare. You can only appeal to the PPO if you are the person with 
the complaint. Complaints from third parties cannot be accepted. 

To help us continually improve our Complaints Handling Process, we have also enclosed a 
Complaints Handling Feedback Form with this letter which we ask that you complete and 
return to the Home Office (by posting, emailing or placing it in the Home Office 
Complaints Box). 

I would like to take this opportunity to thank you for bringing your concerns to our 
attention. 

Yours sincerely 

SIGNATURE: 

D Brackenridge 
Detainee Custody Manager 
G4S Gatwick IRCs 
Brook House 
Perimeter Road South 
Gatwick 
RI-16 OPQ 
01293 566500 
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Immigration will try to see everyone In person; however, it may be appropriate to respond 

in writing if this enables you to receive the information to your request earlier 

Please remember to quote your reference above before posting this form 
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