
Brook House 
Date: 16/06/2017 

4 Lockfields House 
Wadding Street 
London 
SE17 1BD 

Dear Md D381

Complaint Reference Number: CMS 13100014793 

Thank you for your complaint dated 24th May 2017 concerning the intercom in your room 
not working and there being an unpleasant smell in your room. 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 checking our computer system, 
wing diaries and handover notes, as well as contacting our Facilities Department and 
logging jobs with them to look into your issues 

Your complaint contained two main issues which have been investigated. 

Firstly, you were unhappy as you said you had issues with your intercom system in your 
room and that you had reported your concerns to five different members of staff but 
nothing had been done. You said you were suffering from pain and wanted to request 
pain killers but no-one came because the intercom did not work. 

Upon receipt of your complaint, I contacted our Facilities department to see if any jobs 
had been previously reported for the room call system in your particular room. They 
checked their system, but nothing had been brought to their attention, so they logged a 
job for their Security System contractor, Syntinex, to come to site and check your 
intercom button and the room call system. 

This job was carried out on the 1st of June and the engineer specifically checked the room 
which you were residing in, which was room 104 on Clyde Wing, and no problem was 
found. Tests were carried out and a part of the system was reset, but the audio tested all 
ok. The faceplate of the intercom was removed and all connectors were tightened, but 
all tested ok. 

If you had required any medication, but seemed to have been having issues with the 
room call system, then I would have recommended that you speak to a Detainee Custody 
Manager or our Healthcare team, making them aware of the issues you had, so they 
could put something in place for you. 
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Having carefully reviewed this evidence, I have concluded that I am unable to uphold this 
aspect of your complaint. This is because as soon as I was made aware of your issue, a 
job was logged with Facilities, who got their specialist engineer out to test the system, 
which tested ok. They had also advised this was the first they knew of your issue, but it 
was checked within two days of being reported. 

Secondly, you wrote about a strong smell of toilets and drains coming through the pipes 
in your room when using the water. 

Again, I spoke with our Facilities department who confirmed that they raised a job for 
this to be investigated when they were made aware of the issue on the 25' of May, 
having received a copy of your complaint. On the 30th of May, one of their engineers 
checked your room and concluded that no problem was found with the toilet, sink or 
drainage of the room. 

Unfortunately, our building is located near to several farms and sometimes the farmers 
do spray the fields and this is the smell which can come into the centre. The ventilation 
system we have here extracts fresh air from outside and filters it before it is distributed 
around the centre, but it cannot always remove the smell. 

As our Facilities department attended your room to investigate the smell, but could find 
no fault within the room, I am unable to uphold this element of your complaint. 

Any expression of dissatisfaction from a resident is taken seriously, irrelevant of the 
outcome, and we will endeavour to learn to continuously improve our service and care. 

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 remain dissatisfied you may also 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. I have enclosed a leaflet which explains the process "How 
to complain to the Ombudsman". This leaflet can also be found at 
http://wwvv. ppo.gov.uk/wp-
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 
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Signature! 
P. 

M. Yates 
Detainee Custody Manager 
G4S Gatwick IRCs 
Brook House 
Perimeter Road South 
Gatwick 
RH6 OPQ 
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