
designated languages as directed by the Secretary of State. This 
will include information on obtaining access to the Border and 
Immigration Agency and/or the Centre Manager. 
GSL will use pictures for many of its internal communications 
materials. All activity notices will be displayed in words and 
universally understood pictures, so that all Detainees are aware 
of activities and times. 

1.1.5 Operate a system to ensure that any GSL will have a system in place to ensure that communication 

communication between a Detainee and the between a Detainee and staff is conducted in a relevant 
language where possible, and achieved in the following ways: 

Contractor's Staff is conducted in a Relevant 

Language. M Where the communication is a general conversation, a 
fellow Detainee who speaks both the language of the first Record use of Telephone 
Detainee and English will be invited to interpret. Interpretation Service 

* If the communication is written and a response is not 
required in less than four hours, GSL will use approved 
interpretation suppliers and/or computer software for 
translating. 

Detainee Complaints. 

* If the matter is urgent and confidential, e.g. a medical 
matter where the Detainee does not wish a fellow 
resident to know the details, a telephone interpretation 
service will be utilised.• 

Prompt Cards. 

* GSL has a set of prompt cards to aid communication with 
Detainees who can read in their own language. These 
will be translated into the 21 languages (including 
English) required by the Authority. 

* GSL will also utilise a software package that offers 
appropriate translations in 15 of languages required. As 
this package is expanded, GSL will continue to purchase 
relevant updates. 

* Where difficulties are experienced with any verbal or 
written communication between a Detainee and GSL 
staff, GSL will utilise the direct landline interpretation 
services of appropriate organisations such as Language 
Line. 

GSL confirm that this will be achieved on a 24/7 basis. 
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would be inappropriate. 

In such instances, we proposed that the DCO would contact the 
onsite medical team to explain the presentation. The nurse would 
then either attend the Detainee's wing, or the Detainee would 
attend the medical unit. The response time would typically be 
30 minutes. Where a doctor is needed, a response time would be 
within two hours. 

For more routine medical matters, Detainees would make a 
confidential request to see medical staff from their wing and 
would be offered an appointment at the medical unit to see the 
triage nurse during their "open access" to that part of the centre. 

Detainees will make requests for appointments by submitting 
forms written in a variety of suitable languages. 

GSL propose that no Detainee has to wait more than 24 hours 
for their case to be reviewed, and are typically seen within 4-6 
hours. 

For cases needing further review by the doctor, the triage 
scheme would facilitate identification of such cases, enabling 
either a concurrent review or review within 5-10 minutes. 

For Detainees who do need to see the doctor but cannot be seen 
immediately, the maximum wait after the nurse assessment 
would be 24 hours. This equates to a maximum of 48 hours from 
presentation to the DCO to review by the doctor. 

Where the Detainee does not speak English, Language Line will 
be used for confidential interpretation over the telephone, and if 
necessary, an interpreter will attend. This may impact on 
scheduling, but would not affect maximum waiting times. 
Detainees who wish to see the doctor directly rather than going 
through the triage system and speaking to a nurse, will be able to 
do so. 

6.1.4 Identify the health and social care needs Clinical staff will undergo training with Medical 

of a Detainee who may have been subject to Foundations of the Care of Victims of Torture, in addition 
to in-house training. 

20 \20952507.3 \CDFW Commercial in confidence 56 

HOM000798_0057 



11. REQUESTS AND COMPLAINTS 

REQUIREMENT THE CONTRACTOR'S UNDERTAKING/PROPOSALS CONTRACTOR'S AUDIT 
PROPOSAL 

11.1 PROCEDURES 

The Contractor shall ensure that the 
investigation of complaints or requests made 
by Detainees is timely, thorough, fair and just. 

The Contractor shall ensure that: 

GSL will submit full procedures for requests and complaints for 
approval 2 months before the Commencement Date of the 
Contract.

Local Standards Audit 
Complaints Log 

11.1.1 On arrival at the Removal Centre a 
Detainee is made aware of the procedures for 
making complaints and requests; 

GSL confirms that a Detainee on arrival will be made aware of 
the procedure for making complaints and requests. 

Induction staff will provide a variety of information, including clear 
details on complaints and requests procedures. Detainees will be 
advised that requests and grievances may be made to the staff in 
their Accommodation Units and that there will be a system to 
address issues that cannot be resolved at unit level. 

11.1.2 Procedures are in place which will 
ensure there is compliance with the 
requirements of DSO 9/2006 and DSO 12/06 
(Appendix G) 

GSL confirms that the procedures in place will comply with the 
requirements of DSO 9/2006 and DSO 12/06 Appendix G. 

Complaints Log 

11.1.3 It has in place a system for ensuring that 
requests and complaints from other parties are 
dealt with fully and within a stipulated 
timescale; 

GSL will have in place a system for ensuring requests and 
complaints from other parties are dealt with fully and within the 
stipulated time scale as approved by the Authority. 

GSL will notify the BIA Manager when it becomes aware of any 
complaints from an external party. 

Where a person other than a Detainee raises a complaint, GSL 
will acknowledge receipt and where appropriate, advise the 
sender of the approved procedures. The complaint will then be 
investigated in the same manner as complaints made by 
Detainees. 

Complaints Log 

Complaint File 
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GSL will adhere to time scales as set out in the Operating 
Standards and the agreed procedure. All complaints received 
will be recorded in the Complaints Log with the date, time, name 
of complainant or Agency and a brief descriptor annotated. 

GSL will implement procedures for the investigation of 
complaints. Detainees will be provided with an acknowledgement 
within 24 hours of receiving the complaint, with a written 
response issued within 3 days. 

All DCF9 forms (and other forms of written complaints) will be 
recorded in the Complaints Log. This will record the time and 
date the DCF9 or complaint was received from the Detainee and 
also to whom the form was passed. 

If the investigation into the complaint is envisaged to take any 
longer than 3 days, then an interim written response will be sent 
to the Detainee, outlining the reasons for delay and actions being 
taken, within the 3-day time limited set in the Detention Service 
Order. 

11.1.4 Complaints of alleged racial GSL will ensure that when complaints of alleged racial Complaints Log 

discrimination are brought to the attention of discrimination are received they will be logged as a complaint in 
the normal way, then forwarded to the Race Relations Liaison 

Racial Incidents complaints register 

the RRLO; Officer (RRLO) for investigation. 

The complaints clerk shall ensure that Detainees are provided 
with an acknowledgement within 24 hours of the complaint being 
received. The RRLO will give a written response to the 
complainant within 3 days. 

The complaints clerk will advise the Centre Director of any such 
complaints. 

11.1.5 Procedures are in place for recording: GSL will provide a comprehensive Complaints and Requests 
procedure for approval by the Authority. These procedures will 

* Comprehensive details of complaints and ensure that the Complaints Clerk enters comprehensive details 
requests including when they were made; of complaints and requests in the Complaints Log, including: 

* Comprehensive details of investigations or 
enquiries; Details of when the complaint or request was made. Complaints Log. 

20 \20952507.3 \CDFW Commercial in confidence 124 

HOM000798_0125 



Comprehensive details concerning 
outcomes; 

Details of when a Detainee and those 
involved in any enquiries were informed of 
outcomes. 

The allocation of a unique number and the record of the 
date, time and nature of the complaint. 

Details of who will undertake the investigations or 
enquiries. 

A brief narrative of the outcome. 

When the complaint has been resolved. 

When the Detainee or other parties have been informed. 

Completed investigations files will be retained for review by the 
Centre Director and the Authority, as required. The Investigation 
Officer's report will comprehensively set out the details of the 
investigation and the outcomes. The investigations files will 
include the details of who was called for interview together with 
dates and locations, response letters, a record of interview, 
findings and any other follow-up information. 

The Complaints log will contain details of the outcome of the 
investigation, and record when a Detainee has been informed of 
that outcome. All complaints logs and investigations files will be 
available for scrutiny by the GSL Directors, the BIA Manager, 
members of the Independent Monitoring Board and any other 
parties with authorised access to these files. 

Internal Standards Audit. 

Monthly checks by Contract 
Compliance Manager. 

Quarterly checks by Head of Central 
Services 

Random checks by Centre 
Director/GSL Director of Operations. 

20 \20952507.3 \CDFW Commercial in confidence 125 

HOM000798_0126 


