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WELCOME TO THE OFFICIAL VISITOR SCHEME 

Congratulations on your appointment as an Official Visitor and welcome. 

In 1988 Mr J J Kennedy conducted a Commission of Review into Corrective Services in 
Queensland. In his landmark report Mr Kennedy recommended the introduction of an 
Official Visitor Scheme by which Official Visitors would be appointed to each correctional 
centre to receive complaints from prisoners. 

He wrote: 

“(Official Visitors) will have the power to question and probe, to make up their own minds 
on the fairness of the system and the appropriateness of decisions. They will have the 
power to report and recommend. It will be open and will provide a major check on the 
system. Official Visitors will be part of a new system of openness to public scrutiny.” 

The Office of the Chief Inspector is responsible for coordinating the Official Visitor Scheme 
including appointments, administration and support. 

At times your job will be demanding and challenging. I expect it will also be stimulating and 
rewarding. I look forward to working with you and wish you all the best in your endeavours. 

Samay Zhouand 
Chief Inspector 
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INTRODUCTION 

The Official Visitor Scheme is embodied in the Corrective Services Act 2006 (the Act) and 
Corrective Services Regulation 2001 (the Regulation) and was first introduced in 1989. 
 
The Official Visitor Scheme Manual has been prepared as an operational aid for Official 
Visitors of Queensland Corrective Services (QCS). The content is based on the provisions 
of the Act (sections 53, 56, 60, 63, 70, 285 – 292, 341) and the Regulation (7-9, 11). 
 
The Office of the Chief Inspector has been established to provide independent oversight of 
the operations of correctional facilities. In addition, the Chief Inspector will coordinate the 
operations of the Official Visitor Scheme. 
 
The Chief Inspector reports directly to the Commissioner to ensure critical issues arising 
from the operations of the Official Visitor Scheme and inspections can be raised and 
addressed at a senior management level. 
 

QUEENSLAND CORRECTIVE SERVICES ORGANISATIONAL 
STRUCTURE 
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STRATEGIC PLAN  

The purpose of QCS, in partnership with other key criminal justice agencies, is to deliver 
community safety and crime prevention through the humane containment, supervision and 
rehabilitation of offenders. 
 
The Plan is an important document for the Department of Justice and Attorney General 
(DJAG).  It describes our vision, purpose and objectives, strategies to achieve our 
objectives, and the performance indicators we use to measure how well outcomes 
achieved deliver on our objectives.  The Plan also reflects the great diversity in services 
delivered by DJAG. 
 
Our vision for a fair, safe and just Queensland continues to be supported by five main 
objectives: 
 
1) Queensland is safe; 

2) Queensland is fair and just; 

3) Queensland can get on with the job; 

4) Queensland gets great service; and 

5) DJAG is responsive and high performing. 

 
The plan in its entirety has been included for you information. 
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Department of Justice and Attorney-General 

Strategic plan 2016-20 

~·····························~-. T ............................................................. .,_ .-.··································································· .. ·········..., 
~ • Ourvlslon i-······ ....... : • Our purpose :······ .. ······< • Our values ~ -............................................. .... .............................................................. ~-~ ~ ............................................................................... ~ 

Our obJectives 

To oonh1bute to a fair an ell just sodety and safe and 
healthy communities. 

Our values u11derpln ewe~Ythlnl we do and an! 1he buldkl( bCodcs far -
workplace culture. They lUkie our beh1Mo1.1r and dedslon lnllldcl( 101 s11ppart 
u.s tin belnra hlgh pedomliJll, lmpllltlal 101 prodiiCtlwe woltpWal tta pul5 t1e 
people of Queen:sllmd fttst. 

.............. 
The Queensland Government's obJectives for the community 
We contribute to the fOIIowl'nl Qu!!ll!nsland Gowmment obfectl'res for the communi\'• 

• Delftoeri~qli'dty fmmlne serwkes- pi"D'tldtnr • Blildl11 safe. carfl!l( and 0111111ded e-ntia-
treSponslw and tntegrated {O'I'erflment ser\'lces, and ensuring 1111ICCI!6Sible 1111d eftl!diW j115tlce Sf!iWn1 
SUj)portlnl dlsad'tantllfed Queen$1anders. enco1J1811ngsaferand lncluslwe communities, and 

build lor l'l!llons. 

Our strategic rtsks 
We ac:U.elr man llfl!l the l!Uowlng risks m adhlewe our objectlwes• 

• :5mlludellwell)l -wor'kln1aem515 pernmem lllld 
with emmal parties to build paJTtnershlps. promoting 
lmep~ted sel't'lcl!5 and benefits for stakl!tlolders 1111 d the 
commun lty. 

• 'ft!thnmoc:r- piV'I'Idlnr1hetechnofosr lnftastruct(Jre 
m support contempofliiY si!IYicedeUwery pgdla!s 101 
ml!l!t stakeholoder and community eJiPI!dl!ltlons. 

• Re&otiiR:es- rnaJtlmlslnc- hu111111 aRd l~tllldll 
po1Bitlal and ensujj111 ourcapabllty aMps with _. 
c Uln!llt and future needs. 

• Health and Slfety- rnalnlallllnl efti!CIW. prac:tla& ID 
ensure the sal1rty of our staff, dlencs, CU&Ioiiiii'S •d 
1he COOIIIIUII~. 

• Gwem.JtCe- malmalnlllf elrecllwe p...-ce 
5t1Udun!15ID 5llppOrt detlslolt-fltllldlliL Jnceadty, 
aaountabl..., 101 dttwe hlgtl ,.tan..ca. 
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Queensland is safe 
Sttategies 

• Target organised crime 

• Reduce alcohol-related harm and violence In and 
around licensed premises in Queensland 

• Work with the Australian Government, other 
states and territories to tackle Illicit dru~:s In the 
community 

• lmpft1.1e the justice system's response to domestic 
and family violence 

• Ensure safe, secure and humane management of 
prisoners 

• lmpft7.1e access to justice 

• Create a more Integrated justice system 

• Better manage service demand on the justice 
system and deliver results faster 

• Hold offenders accountable 
• Develop diversion Initiatives that hold offenders 

accountable while addressing the causes of their 
offending behaviour 

• Deliver a wo~d class youth justice system that 
effectively addresses youth crime 

• Deliver better outcomes for people In the justice 
system 

• Maintain a high level of community confidence in 
Queensland's justice system 

Queensland can get on with the job 

• Reduce red tape 

• Make it easier for Queenslanders to do business 

Queensland gets great service 

stt .. tegies 
• lmp1t1.1e service delivery models and make It easier 

for people to use our services 

• Foster a consultative approach and engage with 
our stakeholders and customers 

• Manage and supervise offenders in the community 

• Reduce crime and re-offendin& 
• Protect adults with Impaired decision making 

capacity 
• Stren&then child protection services and 

safeguards 

• Protect consumers and business against unsafe 
products and unethical behaviour 

• Minimise the risk of harm from ~:amblin& 
• Promote safe and peaceful communities by helping 

Queenslanders resolve disputes 

• Promote integrity and transparency and develop 
laws that take account of community expectations 

• Support victims of crime 

• Protect the rights and Interests of vulnerable 
Queenslanders 

• Promote marketplace fairness 

• Provide mechanisms to protect legal and social 
rights and easy avenues to exerclse those rights 

• Respond to the needs of people from culturally and 
lin&uistically diverse bacl(&rounds, people with 
disability and children in care 

• Address the <Werrepresentation of Aboriginal and 
Torres Strait Islander people in the criminal justice 
system and create a more culturally appropriate 
and capable justice system 

• Ensure regulatory models encoura~:e business 
growth while meeting community standards 

• Work collaboratively to deliver seamless and 
connected services to Queenslanders 

0 High performance maintained In relation to escape rates 
(adult correctional centres and youth detention centres) 

0 Reduction In incidents ofvlolence (adult correctional 
centres and youth detention centres) 

0 Number of vulnerable adults protected and number of 
vulnerable children and youn~: people assisted 

0 Progress of community and product safety programs 

0 Redunlon In re-offendlng (adults and young offenders) 

0 Improved timeliness of services 

Pertorm.nce lnd lcaiO<$ 

0 lmpr<Wed timeliness of services 

0 Matters resolved outside of court and tribunal 
hearings 

0 Service demand Initiatives 

0 Financial value of community service work 
performed by prisoners and offenders 

0 Amount of consumer re<lress 

0 lmpr<Wed access to Justices of the Peace 

0 Successful completion of community-base<! or<lers 

0 Support for victims of crime 

0 Red tape reduction Init iatives 

0 Increase<! online services 

Perfonm~nce indicatO<$ 

0 Service improvements In response to customer 
feedback 

0 Stakeholder and customer satisfaction 

0 Service delivery Innovation 

• Ensure a high performance culture 
focuse<l on organisational excellence 

• Ensure a healthy, safe and rewarding 
workplace 

• Ensure a highly skilled, sustainable and 
<liverse workforce that meets current and 
future service delivery needs 

• Ensure financial sustainability 

• Deliver customer and business focused 
ICT solutions 

• Be creative problem solvers 

• Act with integrity and accountability 

• Provide professional, high quality policy 
and legal a<lvice 

• Ensure robust g<Wemance practices 

• Embed the Queensland Public Service 
culture and values 

• Deliver integrate<! corporate services 

• Streamline and remove unnecessary 
bureaucracy in internal processes 

Perlorm•nce indicators 

0 Services are delivered within approved 
budgets 
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ROLE AND FUNCTION OF THE OFFICIAL VISITOR 

The role of the Official Visitor is to impartially investigate complaints by prisoners about 
acts or omissions by the chief executive, a person purportedly performing a function or 
exercising a power, of the chief executive or a corrective services officer. As such, Official 
Visitors are an integral component of the QCS system of accountability.   
 
By listening to and investigating complaints by prisoners about QCS procedures or 
processes, the Official Visitor can ensure that decisions taken by QCS staff are made fairly 
and without prejudice. 

CONDUCT WITHIN THE CORRECTIONAL CENTRE 

Code of Conduct Policy 
 

The Official Visitor must maintain principles of: 
 

(a) Confidentiality; 
When investigating and reporting, a prisoner’s name should not be divulged 
without permission from the prisoner. 

 
(b) Impartiality; 

The Official Visitor should not be seen as an advocate for any one party: the 
prisoners, management of the centre, or the organisation. The Official Visitor 
must always keep sight of the fact that their role is to promote understanding 
between the prisoners, management of the correctional centres and QCS. 

 
(c) Independence; 

The Official Visitor is the representative of the community within the correctional 
system. The Official Visitor must be seen as being independent of the 
organisation if they are to develop the trust of prisoners. 

Confidentiality 
 
The issue of confidentiality is paramount to the role of the Official Visitor.  Under the Act, 
the Official Visitor has access to any and all information, whether written or electronic, at 
the corrective services facility bearing upon a prisoner’s complaint. 
 
Intelligence information gathered on individual prisoners within a correctional centre is 
highly sensitive, and the Official Visitor needs to be aware of the nature, value and use of 
the intelligence data.  It may be appropriate to peruse such data in association with the 
manager responsible for intelligence to ensure relevant explanations are provided. 
 
The Official Visitor should be aware that they are bound to secrecy under legislation, and 
hence cannot disclose any information on any individual obtained in the course of their 
duties, without prior authorisation (Section 341 of the Act). This provision reinforces the 
professional ethics of non-disclosure to which most professional persons are bound in their 
normal occupations. 
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Appropriate Dress Standards 
 
Visitors are required to dress to the following standard: 
 
(a) clothing that is appropriate to attend professional or office related employment; 

(b) shoes (no high heels or sandals); 

(c) clothing that is not of a transparent type; 

(d) clothing that is not designed or altered to be of a revealing nature; 

(e) clothing that is clean and in good condition; 

(f) clothing that does not display offensive slogans or obscene words phrases or 

diagrams; and 

(g) clothing that will not represent the Official Visitor Scheme poorly. 

Prohibited Items 
 
Each of the following is a prohibited thing within a correctional centre: 
 
(a) a weapon, replica of a weapon or other replica under the Weapons Act 1990; 

(b) an explosive or ammunition under the Explosives Act 1999; 

(c) a flammable substance; 

(d) anything capable of being used to scale a fence, wall, door or gate; 

(e) anything capable of cutting or spreading metal bars; 

(f) anything capable of damaging or destroying a fitting or fixture designed to detain 

prisoners; 

(g) a key, card, or other device capable of opening a mechanical or electronic lock; 

(h) soap or another substance containing an impression of a prohibited thing, including, 

for example, a key; 

(i) a knife, a saw, scissors or another cutting implement; 

(j) kitchen utensils or equipment or tools; 

(k) a spirituous or fermented fluid or substance of an intoxicating nature; 

(l) a drug or medicine; 

(m) a syringe or other device capable of administering a drug; 

(n) cash, a credit card, debit card, cheque or money order or another negotiable 

instrument; 

(o) a document containing a person’s credit card or debit card details; 

(p) a form of identification, including, for example, false identification; 
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(q) anything capable of being used to alter a prisoner’s appearance so that it significantly 

differs from the prisoner’s appearance described in the record kept under section 10 

of the Act; 

(r) a communication device, for example a computer, modem, phone, radio, radio 

scanner or USB; 

(s) a device capable of enabling a prisoner to access information that could be a risk to 

the security of a corrective services facility; 

(t) an objectionable computer game under the Classification of Computer Games and 

Images Act 1995; 

(u) a film classified as an “R” film under the Classification of Films Act 1991, an 

objectionable film under that Act, or a film that, if it were classified under that Act, 

would be classified as an “R” film or an objectionable film; 

(v) a prohibited publication under the Classification of Publications Act 1991; 

(w) anything modified from its usual form to enable something to be concealed in it; 

(x) anything that poses a risk to the security or good order of a corrective services 

facility, including, for example, a drawing, plan or photo of the facility; 

(y) a smoking product under the Tobacco and Other Smoking Products Act 1998, 

section 25; 

(z) a smokeless tobacco product under the Tobacco and Other Smoking Products Act 

1998; 

(aa) any part of a thing mentioned in paragraphs (a) to (z). 

OFFICIAL VISITOR PERSONAL SAFETY  

Safety and Security 
 
The Official Visitor should only be escorted in certain circumstances, when in the General 
Manager/Centre Manager’s opinion, it is necessary for security reasons.  All correctional 
centres have personal duress alarms which are available to Official Visitors and other 
authorised visitors to the centre and must be worn at all times.   
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Duress Alarm 
 
 

 

Man-down Alarm 
 
(a) The Alarm Transmitter is tilted more than 45 degrees for a pre-set time, for example 

when falling. 

(b) Before the alarm is sent, the Alarm Transmitter enters a warning phase called Man-

down/no movement warning (MDW), with a repeated warning tone (default: 7 

seconds). 

(c) The beep signal always starts with a pair of low volume beeps and then continues 

with high volume beeps. 

(d) Press the mute button during this warning phase to prevent the alarm from being 

sent. 

(e) If the mute button is not pressed an alarm is sent.  Depending on set parameters, a 

beep/vibrator/LED signal confirms that the alarm has been sent. 

Test Alarm 

(a) Press the alarm of soft alarm button for at least one second. 

(b) Depending on set parameters, a beep is heard, the green LED flashes once, and the 

vibrator stirs. 

Duress Alarm 

(a) Press the alarm or soft alarm push button twice or more. 

(b) Depending on set parameters, a beep is heard, the green LED flashes once, and the 

vibrator stirs. 

Pull Cord Alarm 

(a) An alarm is sent when the pull cord is pulled off the Alarm Transmitter. 

Name Label 
 
 
Mute Button 
 
 
 
Soft Alarm Button 
 
 
Duress Alarm Button 
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(b) Depending on set parameters, a beep/vibrator/LED signal confirms that the alarm 

has been sent. 

(c) Ensure that the clip of the pull-cord is safely attached, for instance, to clothes. 

 
Phone Security 
 
It is easy to access personal information including residential addresses and phone 
numbers from agencies that legitimately hold this information. Landline telephone details 
such as customer name, address and phone number are automatically published in your 
local telephone directory and the White Pages online. To protect your privacy please 
consider contacting your telecommunications service provider and enquire what services 
are available i.e. silent number. 

Silent Electors 
 
You can apply to register as a silent elector if you believe having your address on the 
electoral roll would put you or your family’s safety at risk. 
 
If you are granted silent elector status only your name is shown on the publicly available 
electoral roll.  If you are already enrolled, you can register as a silent elector by selecting 
the silent elector form for your state or territory 
at http://www.aec.gov.au/Enrolling_to_vote/Special_Category/Silent_Electors.htm.  You 
will need to read page one of the form to check you qualify for silent elector status, 
complete the form and complete the statutory declaration and explain what you consider 
the risk to be and why your personal safety (or that of your family) is at risk. 
 

OFFICIAL VISITOR HEALTH AND WELLBEING 

Influenza 
 
Influenza vaccines help to protect our community from the virus and its severe 
consequences. The flu injection is up to 70% effective in young healthy adults and in older 
adults, vaccines can be less effective depending on their health; however older adults are 
at greater risk of complications from influenza so are advised to take precautions. If you 
would like a flu shot, please discuss with your doctor. If you incur any out-of-pocket 
expenses please submit a claim for reimbursement. 

Hepatitis 
 
A recent survey shows the level of hepatitis infection within the prisoner population is 30-
40 times greater than in the general population. Due to the high numbers of prisoners with 
hepatitis, it is important all visitors and staff members are educated how to prevent 
infection.  Queensland Health recommends that all persons who regularly attend 
correctional centres discuss with their doctor about immunisation. If you incur any out-of-
pocket expenses please submit a claim for reimbursement.  Please ensure correct hand 
washing practices whilst in the correctional centre. 
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Employee Assistance Program 
 
DJAG is committed to supporting employees through the provision of a professional and 
confidential Employee Assistance Program (EAP). DJAG has engaged Optum to provide 
these services for all QCS personnel and Official Visitors.  Access to the EAP Services is 
available 24 hours a day, seven days a week on 1800 604 640 for counselling for all 
eligible staff and their immediate family members for work or personal issues (ten session 
limit applies).  Alternatively, Lifeline also provides free and confidential telephone 
counselling services and can be contacted 24 hours a day, seven days a week on 13 11 
14 or by visiting www.lifeline.org.au. 
 

Debriefing 
 
Many of us ‘debrief’ after a difficult interaction with a person without realising that we are 
doing it. For example, after an abusive phone call we might turn to our neighbours to tell 
them about the horrible things that the person said to us and seek reassurance that they- 
not us – were being unreasonable. Doing this helps us to off-load the stress (and 
sometimes anger) that we feel when dealing with a challenging situation and gives us an 
opportunity to say all the things that we often want to (but cannot) say to a complainant. 
 
Debriefing is an important part of managing our stress levels. As the example above 
suggests, it is usually a voluntary process, with the exception of operational debriefs, and 
can occur in a number of different ways: 
 

• Professional debrief – is provided by an external professional service on an 'as 

needs' basis. 

• Internal management debrief – is provided by a supervisor or senior manager. Any 

supervisors or senior managers who provide debriefing to staff should be trained in 

debriefing techniques. 

• Informal peer debrief – debriefing after a minor incident can be provided by peers. It 

is an immediate opportunity to express your thoughts and feelings and receive 

appropriate support from your peers, for example, over a coffee, a walk or a short 

break. If this method is used, management needs to make it clear that it is a 

legitimate component of the work of each staff member to assist a colleague to 

debrief if they are asked for this assistance. 

• Informal group debrief – frontline staff meet together to discuss recent and/or 

particular difficult incident. 

• Operational debrief – this is to review operational issues following an incident. It is 

intended to deal with people’s personal issues and usually occurs after people have 

worked through those issues via alternative means. What happened and whether 

things could have happened differently, or better, should be considered. 
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Key Components of Debriefing 

Some key components and objectives of debriefing include the following: 

• It aims to assist recovery from critical incident stress and avoid future problems such

as post-traumatic stress syndrome.

• It generally needs to occur 24 to 72 hours after an incident, depending on the

readiness of the affected staff member(s).

• Some people may display a delayed reaction, in which case, debriefing may occur

weeks or even months after the event.

• Formal and operational sessions are always private and discussions are confidential.

• Participation is voluntary – although staff should be advised of the opportunity to

debrief.

• Follow-up sessions may be necessary.

• It should also include an educational component about stress-related symptoms that

may be experienced and how to manage them.

• The affected staff member(s) may need support for a period beyond debriefing –

such as a lighter workload for a while, changed duties, part-time work or leave.

A debriefing report should be prepared at the end of each session. This is a confidential 
document that relates to the organisation’s operation and should be kept separate from 
the affected staff member’s personnel file. 

Do not hesitate to discuss any concerns with the senior management team at the 
correctional centre and/or the State Coordinator, Official Visitors. 
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APPOINTMENT OF AN OFFICIAL VISITOR 

Appointing Official Visitor (Section 285) 

(1) The chief executive may appoint an appropriately qualified person as an Official 
Visitor for a period of up to three years. 

(2) The person may be reappointed, once only, for a period of up to three years. 

(3) The chief executive must not appoint as an Official Visitor— 

(a) an employee of a public sector entity; or 

(b) an employee of an engaged service provider. 

Assigning Official Visitor to corrective services facility (Section 286) 

(1) 	The chief executive must ensure that— 

(a) 	if two or more Official Visitors are assigned to visit a corrective services facility, 
at least one of the Official Visitors is a lawyer; and 
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(b) if a significant proportion of prisoners in custody in a corrective services facility 
are Aboriginal or Torres Strait Islander prisoners, at least one of the Official 
Visitors assigned to visit the facility is an Aboriginal or Torres Strait Islander 
person; and 
 

(c) at least one of the Official Visitors assigned to visit a corrective services facility 
for female prisoners is a woman. 

 
(2) An Official Visitor must visit the corrective services facility to which the Official Visitor 

has been assigned— 
 

(a) once each month, unless otherwise directed by the chief executive; and 
 

(b) when asked to do so by the chief executive. 
 

(3) If an Official Visitor is unable to visit a corrective services facility as required by 
subsection (2), the Official Visitor must immediately notify the chief executive. 

Networking with other Official Visitors 
 
Official Visitors assigned to the same correctional centre are encouraged to develop a 
close working relationship with each other.  This will provide opportunity to: 
 

• ensure the centre receives visits spaced at regular intervals during the month by 
liaising with other appointees to the centre to organise a visiting schedule; 
 

• ensure that the workloads are equally shared; 
 

• cross-check the nature and source of complaints; and 
 

• provide mutual support. 
 
Official Visitors are encouraged to network with their peers throughout the state and this is 
facilitated by a number of Official Visitor teleconferences, the provision of a contact list for 
all Official Visitors and access to QCS e-mail. 

Remuneration, allowances and expenses (Section 287) 
 

An Official Visitor is entitled to the remuneration, allowances and expenses approved 
by the chief executive. 

Terminating appointment (Section 288) 
 
(1) The chief executive may terminate an Official Visitor’s appointment if the Official 

Visitor— 
 

(a) is convicted of an indictable offence; or 
 
(b) fails to perform the functions of an Official Visitor under this Act; or 
 
(c) while acting as an Official Visitor, solicits business or otherwise fails to act 

properly in a matter in which the Official Visitor’s personal interest conflicts with 
the public interest; or 
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(d) does anything else the chief executive reasonably considers is adequate 

justification for terminating the appointment. 
 

(2) An Official Visitor may resign by signed notice given to the chief executive. 

Prisoner’s request to see Official Visitor (Section 289) 
 
(1) If a prisoner indicates to a corrective services officer that the prisoner wants to see 

an Official Visitor, the corrective services officer must— 
 

(a) record the fact in an Official Visitor register; and 
 
(b) advise an Official Visitor of the fact when the Official Visitor next visits the 

corrective services facility. 
 

(2) A prisoner is not required, and must not be asked, to tell a corrective services officer 
why the prisoner wants to see an Official Visitor. 

ORGANISING A VISIT TO THE CORRECTIONAL CENTRE 

The Official Visitor is required: 
 
(a) Decide on which day you intend to conduct your visit in accordance with the roster.  

The roster is flexible and is structured with a week commencing date (starting on a 
Monday).  Your visit day can be scheduled to suit your professional and or personal 
commitments.  You are required to contact the State Coordinator immediately if you 
are not able to conduct your visit in accordance with the roster or if you need to 
request a change to the roster; 

 
(b) Contact the General Manager Support Officer at least seven days prior to your visit 

date to ensure the date is operationally suitable and that it does not conflict with a 
centre lock-down, training day, or other event/function (see below table); 
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(c) Confirm your attendance with the General Manager Support Officer 24 hours before 
your visit and request that you be added to the Visitors/Gate List which will assist 
with your entry into the centre; 

 
(d) Take a minimalist approach when it comes to taking items into the centre; 

 
(e) Ensure you have all Official Visitor stationery/requirements, ID card and name 

badge; 
 

(f) When you arrive at the centre, you are entitled to and encouraged to park in the 
staff car park; 

 
(g) Ensure you have stored your mobile phone and any other prohibited items in your 

vehicle or the lockers provided in the Visitors Processing Building.  Please be 
mindful that some centres close the Visitors Processing Building during lunch and 
you may not have access to your personal items in the locker; 

 
(h) Report to Main Gate for entry and relevant security checks; 
 
(i) Collect a personal duress alarm and ensure you are competent with operating the 

device; 

Centre Morning Meeting Training 

Arthur Gorrie  
 

N/A Tuesday 

Borallon Training  

 

9am Wednesday 

Brisbane  

 

8.45am Wednesday 

Brisbane Women’s  8.30-am Wednesday 

Capricornia  

 

8.45am Wednesday (pm) 

Lotus Glen  9am 

(except Tuesday) 

Wednesday 

Maryborough  8.30am Every 2nd Friday 

Numinbah  

 

8.30am No lockdown training 

Palen Creek 8.30am No lockdown training 

Townsville 9:00am Tuesday (pm) 

Wolston  

 

8.45am Wednesday 

Woodford  8.30am Wednesday pm 
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(j) Proceed to Administration and check the Official Visitor Register; 

 
(k) Establish where the prisoners you need to interview are accommodated or obtain a 

nominal roll. This will aid with the planning of your visit.  Ensure you contact the 
office or ask at the centre as the units may be recorded differently on the nominal 
roll than what is referred to by staff.  For example at Townsville Correctional Centre: 
 

Nominal Role What it Means 

H1, H2 and H3 Harold Gregg Units 

R2-5 (Residential) McCann 

R19  Block 1 

R10 Block 2 

S1-4 Secure 

M Medical 

SU Safety Unit 

DU Detention Unit 

 
(l) Conduct a pre-visit briefing with the General Manager or Deputy General Manager 

and if possible make a suitable time for a post-visit briefing; 
 
(m) Attend the morning team meeting (refer to times on page 24); 

 
(n) Make arrangements with management when it would be appropriate to visit the 

Detention Unit, Maximum Security Unit and Safety Unit (if relevant); 
 
(o) Become aware of the centre layout and structured day routines.   

 
(p) You can plan your day how it suits you however; Safety Order Reviews and any 

other requests from the Office of the Chief Inspector are a priority and must be 
completed prior to leaving the centre.  Please contact the Office for advice on how 
to proceed if you experience difficulties in relation to completing any statutory 
requirements; 

 
(q) Conduct reviews pursuant to s.56 of the Act (Review of Safety Order – Official 

Visitor) and reviews pursuant to s.63 of the Act (Review of Maximum Security 
Orders); 

 
(r) Investigate prisoner grievances and issues and advise the prisoner of the outcome 

of the investigation; 
 

(s) Check the welfare of any prisoners that are being maintained in the Health Centre, 
Detention Unit, Maximum Security Unit and Safety Unit (if relevant); 
 

(t) Conduct any interviews with Youthful Offenders and or Transgender Offenders as 
requested by the office; 
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(u) There may be an occasion that you have to  ensure a prisoner agrees in writing, in 
your presence, to their removal from a corrective services facility for law 
enforcement purposes, pursuant to s.70(2) of Act.  The State Coordinator will make 
arrangements for this to occur prior to your visit; 

 
(v) During your post-visit briefing with the General Manager or Deputy General 

Manager, provide the General Manager with the opportunity of procedural fairness if 
you have investigated a complaint/s which you consider may be substantiated.  If 
you have been unable to see the General Manager or Deputy General Manager 
prior to departing the centre, you must phone or email at a later time; 

 
(w) Submit online reports and make recommendations to the chief executive where 

necessary, however, it should be noted that the chief executive is not bound by the 
recommendation. Legislatively, Official Visitors must provide reports monthly 
however, it is recommended a more timely approach be taken; 
 

(x) Submit Review of Safety Order and Misconduct Complaints – ESU Referrals within 
24 to 48 hours;  
 

(y) Highlight any concerns immediately with State Coordinator; and 
 

(z) Submit an Expense Claim Form for your visit.  The claim will not be processed until 
all work associated with the visit has been submitted. 

PRISONER ACCESS TO OFFICIAL VISITORS 

Prisoners gain access to the Official Visitor in one of four ways: 
 

• by having their name placed on the Official Visitor Register which will be checked by 
the Official Visitor before commencing each visit.  The prisoner is not required to 
divulge the reason for requesting an interview;  
 

• contacting the office via the free-toll number (CADL); 
 

• by writing to the Official Visitor, via privileged mail (blue letter).  A member of the staff 
at the centre will forward the blue letter to the Office of the Chief Inspector; and/or 
 

• by approaching the Official Visitor during their visit to the centre. 

INVESTIGATING PRISONER COMPLAINTS 

Introduction  

One of the main duties of an Official Visitor under the Act is to receive and investigate 
complaints from prisoners in the correctional centre/s to which the Official Visitor is 
appointed.   
 
Prisoners complain about all aspects of life in a centre – accommodation, food, 
employment, property, programs, activities, health care, discipline, parole applications, the 
conduct of staff, and many other matters.  Some may appear trivial, but in a correctional 
centre small matters can be very significant to a prisoner and each complaint should be 
given the same degree of care and attention.   

OFFICIAL VISITOR MANUAL 27 

 

CCC EXHIBIT



 

 
Some complaints arise from simple misunderstandings and can be easily resolved by 
talking to centre staff and providing the prisoner with correct information.  Some 
complaints are more difficult to resolve, especially if the prisoner has unrealistic 
expectations of what they are entitled to, or of what an Official Visitor can do for them.  A 
few will be extremely serious and may reveal undesirable practices by a centre or 
improper conduct by staff. 
 
Investigations and reports of prisoner complaints by Official Visitors do not only assist the 
individual prisoners who made them; they also provide information to the Office of the 
Chief Inspector (OCI) about how correctional centres are managing prisoners, and help 
the OCI to identify and monitor those areas which are causing concern. 

Investigation Best Practice Principles 
 
(1) Ensure that you have jurisdiction to investigate the matter. 

 
(2) Prepare an investigation plan and revise and amend the investigation plan as 

necessary. 
 

(3) Understand your investigation powers. 
 

(4) Identify the complaint – understand the nature of the complaint, the allegations 
comprising the complaint and what needs to be established in order to investigate the 
complaint. 

 
(5) Legal risks – identify and understand the legal risks that are likely to arise in 

conducting the investigation including: 
 

a. Natural Justice – both the hearing and bias rules; 
 

b. The application of legal professional privilege to documents created by the 
investigation and to documents subject to the investigation; 

 
c. Managing conflict of interest and corrupt conduct issues; and 

 
d. Confidentiality issues. 

 
(6) Systematically and carefully identify other forms of evidence such as documents 

which are relevant to the investigations. 
 

(7) Gather evidence – interview relevant staff and obtain all other forms of evidence.   
 
(8) Evaluate the evidence – assess and evaluate the relevant evidence gathered 

allocating weight to each relevant piece of evidence. 
 

(9) Write the Official Visitor Report detailing all aspects of the investigation process, 
making supportable findings of fact and recommendations. 

 
(10) Ensure the prisoner is informed of the outcome of your investigation.  
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Request for Information from Central Office 
 
If you need information from central office in Brisbane regarding a complaint or maximum 
security order, please send your request directly to OfficialVisitor@dcs.qld.gov.au.  If we 
are unable to provide you with the information, arrangements for the information to be 
provided to you will be made as a matter of priority. 
 
(1) An Official Visitor must investigate a complaint made by a prisoner, but only 

if the complaint is─ 
 
(a) Made by a prisoner at the corrective services facility to which the 

Official Visitor is assigned; and 
 

(b) About an act or omission of any of the following relating to the 
prisoner, whether the act was done or omission made before or after 
the commencement of this section─ 

 
(i) The chief executive;  

 
(ii) A person purportedly performing a function, or exercising a power, of the 

chief executive; 
 

(iii) A corrective services officer. 
 
(2) However, an Official Visitor must not investigate a complaint if:─ 
 

(a) It involves a matter that is currently before a court or tribunal; or 
 

(b) It can be more appropriately dealt with by another person or agency; 
or 

 
(c) It is made by a prisoner with whom the Official Visitor has a prior 

personal or professional relationship; or 
 

(d) The Official Visitor’s personal interest in the prisoner conflicts with the 
public interest; or 

 
(e) The Official Visitor reasonably suspects the complaint involves or may 

involve corrupt conduct, unless the chief executive has advised the 
Official Visitor that─ 

 
(i) The complaint has been referred to the crime and corruption 

commission; and  
 
(ii) The crime and corruption commission’s chairman has advised 

the chief executive that the commission does not intend to 
investigate the complaint; or 

 
(iii) The Official Visitor reasonably believes the complaint is frivolous 

or vexatious. 
 
(3) An Official Visitor must act impartially when investigating a complaint. 
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(4) An Official Visitor may arrange for another Official Visitor assigned to the 

same corrective services facility to investigate a complaint if─ 
 

(a) The other Official Visitor agrees; and 
 
(b) The prisoner is not significantly prejudiced by a delay because of the 

arrangement. 
 
(5) After investigating a complaint, an Official Visitor─ 
 

(a) May make a recommendation to the chief executive; and 
 
(b) Must advise the prisoner─ 

 
(i) Whether the Official Visitor has made a recommendation to the 

chief executive; and  
 
(ii) If a recommendation has been made─the terms of the 

recommendation, without disclosing confidential information. 
 
(6) To remove any doubt, it is declared that─ 
 

(a) The chief executive is not bound by an Official Visitor’s 
recommendation; and  

 
(b) An Official Visitor cannot overrule a decision about which a complaint 

has been made. 

Official Visitor Powers (Section 291) 
 
(1) An Official Visitor assigned to a corrective services facility may─ 

 
(a) Enter the facility at any time, except when a declaration of emergency 

is in force for the facility under section 268; and  
 
(b) On request, have access to a place where the Official Visitor may 

interview a prisoner out of the hearing of other persons; and  
 
(c) Inspect and copy, at the facility, any document kept under this act 

relating to a complaint the Official Visitor is investigating, other than a 
document to which legal professional privilege applies. 

 
(2) The chief executive must give an Official Visitor reasonable help to 

exercise a power given to the Official Visitor under this act. 

Official Visitor Reports (Section 292) 
 
An Official Visitor must give to the chief executive─ 

 
(a) If asked by the chief executive, a written report about an investigation; 

and  
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(b) Each month, a written report summarising the number and types of 
complaints the Official Visitor has investigated. 

Considerations when receiving and investigating a complaint 
 
When you are interviewing a prisoner, please bear in mind the following points: 
 
(a) There are aspects of life in a correctional centre which an Official Visitor does not 

have the power to review – for example, health care in state-run centres is provided 
by Queensland Health, not QCS, and there is a separate complaints process to be 
followed. 

 
(b) If the complaint is about something within QCS’ control, prisoners should use the 

existing complaints procedure before bringing the matter to an Official Visitor.  You 
can explain this to a prisoner and advise them to follow the procedure, rather than 
investigating it yourself but, if you do, be sure to also explain to the prisoner that they 
can ask to see you again if they do not receive a reply within the (30 day) timeframe 
for responding to complaints, or if they are not happy with the outcome.  A report is 
still required in this instance. 

 
(c) If a prisoner does or says anything during an interview that leads you to believe they 

might be intending to harm them self or someone else, or might pose a threat of 
some kind, report it immediately to staff in the unit where the prisoner is 
accommodated and to the General Manager on your post visit for briefing.  Section 
341 of the Act regarding confidential information authorises you to share a prisoners 
personal information if a person’s life of physical safety could otherwise reasonably 
be expected to be endangered or it is otherwise in the public interest.  You should 
also include it in your report to the Chief Inspector and, if you know it may be some 
time before you can submit the report, send an e-mail or make a call to alert the 
State Coordinator.   

 
(d) If a prisoner threatens you during an interview or behaves unacceptably, terminate 

the interview as soon as possible.  Inform unit staff immediately, the General 
Manager and State Coordinator at the end of your visit.  

 
(e) The Official Visitor needs to become familiar with all sections of the Act, Regulation, 

and policies and procedures pertaining to their role within a corrective services 
facility.  The Official Visitor needs to exercise judgment in relation to the content of 
complaints and the motivation of complainants prior to deciding whether 
investigations are warranted. 

 
(f) Complaints not associated with the functions of the QCS are outside the scope of the 

role of the Official Visitor and should not be entertained: for instance, legal issues 
pertaining to a case or an appeal against a sentence. 
 

REPORTING  

Official Visitors are able to access the report templates through the QCS website, using a 
link which will be provided by the State Coordinator.  This system will operate in a similar 
way to the existing practice of submitting complaints or queries through government and 
commercial websites. 
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The email containing the link should be stored securely, as the report templates are not 
visible on the website and can only be accessed by using the link.  If the e-mail is lost, 
contact the State Coordinator for a duplicate of the email containing the link. 
 
Once a visit to a centre is completed, these reports are to be filled in on-line and submitted 
directly.  It is not possible to partly complete, save and return to the on-line form; it must be 
completed and sent.  The text of reports can, however, be written in a Word document and 
then cut and pasted into the relevant form.  The forms will also remember previously 
entered information, such as names and e-mail addresses, and will offer prompts to 
populate those fields. Please ensure for privacy reasons, you use your @dcs account 
only. 
 
The forms have mandatory fields which must be completed.  If these fields are left empty 
the form will not be submitted and a prompt will appear requesting their completion.   
 
Reports submitted through the website will include the Official Visitor’s  
email address as a mandatory field.  Once the report has been sent, a message will 
appear on the screen stating that the report has been successfully submitted.  An e-mail 
will then be generated from the website and sent to the e-mail address in the report, with 
the content of that report for the Official Visitor’s records.   
 
Email records of reports and printed copies if they are made, should be stored securely in 
the same way as completed reports, reviews and correspondence in the current formats. 
 
The reports will be sent from the website directly to the server holding QCS data and will 
be converted to daily entries in a spreadsheet available to the Chief Inspector and State 
Coordinator. 
 

OFFICIAL VISITOR MANUAL 32 

 

CCC EXHIBIT



 

PRIVACY STATEMENT AND PRISONER ACKNOWLEDGEMENT  

Introduction 
 
To inform prisoners that some of the information they provide to the Official Visitor may be 
personal information pursuant to the Information Privacy Act 2009.  The Information 
Privacy Act 2009 imposes obligations on government agencies including their employees, 
contractors and other people engaged by them, in relation to the collection and disclosure 
of personal information.  Among other things it requires the person who is disclosing 
personal information to be given a privacy statement.  
 

• If a prisoner requests an Official Visitor to investigate their complaint, the below 
privacy statement must be provided and explained to them; 
 

“I am required to tell you that some of the information you have given to me in this 
interview is personal information under the Information Privacy Act 2009.  This information 
has been collected by me so that I can assess and, if required, investigate your complaint.  
To properly investigate your complaint, some or all of the information may be given to staff 
of Queensland Corrective Services or the Department of Justice and Attorney-General, to 
which QCS belongs. The information may be given other bodies, such as Queensland 
Health, the Queensland Ombudsman’s Office, the Queensland Police Service or the Crime 
and Corruption Commission if your complaint requires action by one of those bodies.  I 
have read and/or had explained to me the above privacy statement and agree to the 
use/disclosure of my personal information for the above purposes.” 
 

• The prisoner must acknowledge and sign that they have read or had the privacy 
statement explained to them. 
 

• If the prisoner is interviewed in the Detention Unit, Safety Unit or Maximum Security 
Unit, verbal consent is deemed appropriate.  

 

• If the prisoner does not agree to the use or disclosure of their personal information, 
the prisoner should be made aware that the ability of an Official Visitor to assess 
and or investigate their complaint may be significantly limited or even not possible 
where they have not agreed to the use or disclosure of personal information by the 
Official Visitor.  In these circumstances the Official Visitor must not detail in their 
report the complaint made by the prisoner. 

 

• When conducting a Safety Order Review or a Maximum Security Review there is no 
requirement to complete a Privacy Statement and Prisoner Acknowledgement, as 
Official Visitors are powered in accordance with legislation. 
 

• However, if the prisoner requests the Official Visitor to investigate a complaint which 
is separate to the review of the Safety Order or Maximum Security Order, a Privacy 
Statement and Prisoner Acknowledgement should be provided.  

Worksheet for Official Visitor Reports 
 
The worksheet developed for use by Official Visitors follows the format of the report, so 
that you are prompted to gather all the information you will need to enter into each report.  
The online report will not be submitted if certain sections are not completed, as the 
information in those sections is considered necessary to the proper investigation and 
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reporting of a complaint.  Please give careful thought to how you complete these 
mandatory sections. 
 
Prompts to ask relevant questions are included in the worksheet.  Even if you have done a 
number of interviews and investigations, and are confident about your skills, it is useful to 
look through them regularly. 

Official Visitor Reports 

 

PRISONER’S NAME   

IOMS NUMBER  
DATE OF 
INTERVIEW 

 

LOCATION  

SECTION A     INTRODUCTION 

SECTION B     EXPLAIN ROLE AND FUNCTION  

An Official Visitor must investigate a complaint made by a prisoner, but only if the complaint is – 

a) Made by a prisoner at the corrective services facility to which the Official Visitor is assigned; and 

b) About an act or omission of any of the following relating to the prisoner, whether the act was done or omission made before or 

after the commencement of this section – 

i) The Chief Executive; 

ii) A person purportedly performing a function, or exercising a power, of the Chief Executive; 

iii) A corrective services officer. 

SECTION C     WHAT IS THE NATURE OF THE COMPLAINT? 

• Is it about a matter that is within QCS’ control? 
• Can you investigate the complaint or is it one that must be referred to another agency (i.e. ESU) 
• Is it a discrimination complaint? 

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________ 

______________________________________________________________________________________

______________________________________________________________________________________ 
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SECTION D     HOW HAVE YOU ATTEMPTED TO RESOLVE YOUR COMPLAINT IE – BLUE LETTER/ ANOTHER 
OFFICIAL  VISITOR? 

• Has the prisoner followed the existing complaints procedure?  

______________________________________________________________________________________

______________________________________________________________________________________ 

SECTION E     HOW DO YOU HOPE THE MATTER IS RESOLVED? 

______________________________________________________________________________________

______________________________________________________________________________________ 

SECTION F     PRIVACY DISCLOSURE 

I am required to tell you that some of the information you have given to me in this interview is personal information under the 
Information Privacy Act 2009.  This information has been collected by me so that I can assess and, if required, investigate your 
complaint.  To properly investigate your complaint, some or all of the information may be given to staff of Queensland Corrective 
Services or the Department of Justice and Attorney-General, to which QCS belongs. The information may be given other bodies, such 
as Queensland Health, the Queensland Ombudsman’s Office, the Queensland Police Service or the Crime and Corruption 
Commission if your complaint requires action by one of those bodies.  I have read and/or had explained to me the above privacy 
statement and agree to the use/disclosure of my personal information for the above purposes. 
 
 
……………………………………………………………….……………                 ………………………………… 
(prisoner’s signature)                                                                                                           (date) 

SECTION G     HOW WILL THE PRISONER BE INFORMED OF THE OUTCOME? 

_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

SECTION H     NOTES 

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________

______________________________________________________________________________________ 

What is the prisoner’s complaint? 
 

SECTION C     WHAT IS THE NATURE OF THE COMPLAINT? 

• Is it about a matter that is within QCS’ control? 
• Can you investigate the complaint or is it one that must be referred to another agency (i.e. ESU) 
• Is it a discrimination complaint? 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

 
Some prisoners have difficulty in “letting go” of a grievance, even when everything that can 
reasonably be done has been done, either by the centre or by another Official Visitor.  
Some prisoners “OV shop” to see if they can get a different or quicker result.   
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If you think a prisoner you are interviewing may have made the same complaint to another 
Official Visitor, or have written a blue letter to the OCI, ask who they spoke or wrote to, 
when/if they saw an Official Visitor and what has been done about the complaint already.   
 
If the prisoner has been given an outcome by another Official Visitor, ask if the prisoner 
has any new information to add that might lead to a different outcome.  If the prisoner tells 
you that the matter is still being investigated by another Official Visitor, tell them you will 
contact the other Official Visitor to find out what is happening with the complaint and ask if 
the prisoner has any new information for you to pass on. 
 
You can contact the State Coordinator or the other Official Visitor to find out what has 
already been done, what reports have been submitted and what advice has been given to 
the prisoner before investigating the complaint yourself.  If nothing has changed, your 
advice to the prisoner may be the same as previously. 
 
For an Official Visitor to investigate a prisoner’s complaint, it must be about a matter that is 
within QCS’ control.  Complaints about the Parole Boards, the prisoner’s legal 
representative, or health care provided by Queensland Health in state-run centres are not 
matters that an Official Visitor can investigate.  You will need to explain to the prisoner 
what other complaints procedure they can use. 
 
You may however be able to take some simple action to assist a prisoner in these 
circumstances, such as following-up with the health centre to find out if an appointment 
has been made for a prisoner, or confirming with sentence management whether a report 
has gone to ‘The Board’ or a decision letter has been prepared. 
 
If the complaint is about something within QCS’ control, ask if the prisoner has already 
used the QCS complaints procedure and written a blue letter to the General Manager.  If 
they have done so and haven’t received a response, and it is still within the 30 days 
allowed for the General Manager to respond, tell the prisoner to wait for a reply and ask to 
see you, or another Official Visitor, if one is not received within the allowed time or if they 
are not happy with the response. 
 
If the complaint is about misconduct, or corrupt conduct, by an officer you cannot 
investigate it and should not try to do so, other than to ask the centre for information to 
clarify what the prisoner has told you – for example, to confirm a name the prisoner cannot 
remember (“Bill who was the supervisor that night”) or to confirm the date on which an 
incident occurred.   
 
If the prisoner tells you, however, that something took place within range of CCTV 
cameras, you should ask the centre if the recording still exists.  Unless there is an 
investigation by the centre or by police (through the Corrective Services Investigation Unit, 
or CSIU), recordings are only kept for one month.  You should advise the centre that you 
will be making a report to the OCI and that any relevant recording/s still in existence will be 
required. 
 
If the complaint is about another Official Visitor whom the prisoner believes had not 
properly investigated a complaint, or about your own investigation of a matter, you cannot 
accept or investigate it.  Tell the prisoner they must write to the Chief Inspector with any 
concerns and do not discuss the matter further or offer any opinion. 
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If the complaint is about discrimination, the prisoner must first make the complaint to the 
General Manager.  The complaints procedure for discrimination matters is governed by 
part 12a of the corrective services act, which sets out (at ss.319e and 319f) a 3-step 
process: 
 

• A complaint to the General Manager, who has four months to investigate and advise 
the prisoner of the outcome then, if the prisoner is not satisfied with the outcome, or if 
the General Manager does not respond within the timeframe; 

 

• A complaint to the Official Visitor, who has one month in which to respond then, if the 
prisoner is not satisfied with the outcome, or if the Official Visitor does not respond 
within the timeframe; and 

 

• A complaint to the Anti-Discrimination Commissioner. 
 

What steps did you take/what advice did you give? 
 

SECTION D     HOW HAVE YOU ATTEMPTED TO RESOLVE YOUR COMPLAINT IE – BLUE LETTER/ ANOTHER 
OFFICIAL  VISITOR? 

• Has the prisoner followed the existing complaints procedure?  

_____________________________________________________________________________________

_____________________________________________________________________________________ 

 
Once you have determined that you can investigate the complaint, remember that the Act 
gives you very wide powers to ask questions and view documents.  You do not have to 
rely only on what you are told by staff; ask to see the source document, such as a log 
book, property record or CCTV footage.   
 
As well as satisfying yourself that you have been given accurate information, you will be 
able to confirm to the prisoner that you have seen the evidence you are using to support 
your advice to them.  This will be especially important if your finding is not in the prisoner’s 
favour. 
 
Some complaints will be resolved quickly and easily – for example, by finding out if and 
when a report or request was submitted, whether a requested appointment has been 
made, or when a course is due to start.  Simple matters like this should be relayed back to 
the prisoner in person, before you leave the centre, if there is time to do so. 
 
If it is evident from the nature of the complaint that it will take you some time to investigate 
and resolve, tell the prisoner before you finish the interview so that they don’t have an 
unreasonable expectation of how long it will be before they hear something from you. 
 
Sometimes a prisoner may already have been given the information or answer they want, 
but they may not have understood or remembered it.  A significant proportion of prisoners 
have poor literacy or comprehension skills, or mental health issues, which prevent them 
from properly understanding what they are told or what is expected of them.  You may be 
able to resolve the complaint by finding someone to explain the information to the prisoner, 
or by reading a document to them yourself. 
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You also need to bear this in mind if you cannot give a prisoner an outcome before you 
leave the centre.  If you know or suspect they have difficulty with the written word, follow-
up next time you are in the centre, or have another Official Visitor do so for you. 
 
If the complaint relates to something not managed through the prisoner’s unit – for 
example, issues about food, property or programs – get your information from the area 
involved, preferably from a manager or supervisor, and confirm it if necessary by 
inspecting documents. 
 
You may find after investigating a complaint that, although everything the centre has done 
has been lawful and in accordance with the relevant procedures, the outcome is less than 
fair and reasonable in the circumstances.  If that is the case, take the matter up with the 
General Manger in your exit interview and let them know what you think would be a 
reasonable outcome. 
 
Be sure you follow-up with the prisoner in this case to ensure that action has been taken 
by the centre, and alert other Official Visitors who may see the prisoner to check on the 
matter. 

What information or documents did you obtain or view? 
 

SECTION H     NOTES 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

 
 
Make a note of any documents or information you were given or shown, and ask for copies 
if you need them.  If the document involved is an incident report or case note on IOMS, 
you can make a note of the number/date and include that in your report to the OCI.  Staff 
of the office can see IOMS documents. 
 
If you want to give a copy of a document to a prisoner – for example, a print-out form trust 
account records or a property list – check first that they are allowed to have documents in 
their cell (prisoners in the Detention Unit or Safety Unit may not be able to have paperwork 
with them).  Also check that there is nothing in it that the prisoner should not see. 
 
If you are given information by the Intelligence Unit, always check how much, if any, of that 
information you can pass on to a prisoner.  If you are in doubt about whether your reply to 
a prisoner about whom you know there is sensitive information on record, you can check 
with the General Manager or intelligence staff to ensure that you are not inadvertently 
giving something away. 

What is your finding? 
 
The following should be used as a guide to determine which outcome category should be 
applied to a complaint. 

Substantiated wholly or partially 
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After investigation, the Official Visitor is reasonably satisfied that: 
 

(a) There is sufficient evidence to support the prisoner’s complaint; and 
 
(b) The centre/agency was at fault in some way. 

Not substantiated 
 
After investigation, the Official Visitor is reasonably satisfied that: 
 

(a) There is insufficient evidence to support the prisoner’s complaint; or 
 
(b) the complaint is frivolous or vexatious1. 

 

Situation Clarified 
 
After investigation and having considered the prisoner’s complaint, the Official Visitor is 
satisfied that the actions of the centre/agency are reasonable in all the circumstances. 

Discontinued 
 
After initially assessing the complaint, the Official Visitor considers that it is not a matter 
that should be investigated by an Official Visitor because, for example, the matter raised 
by the prisoner: 
 

(a) is outside the scope of Official Visitor role (i.e. not a complaint about the 
centre/agency/person performing a function of the chief executive of QCS); 

 
(b) “can be more appropriately dealt with by another person or agency” (s290(2)(b) 

of the CSA); 
 
(c) “involves corrupt conduct”  (s.290(2)(e) of the CSA), unless the matter has been 

referred to the CCC and the CCC does not intend to investigate. 

Withdrawn 
 
After making the complaint, the prisoner elected not to proceed with it.  
 

Complaint Categories 
 
Prisoners should first exhaust their right to make a complaint through the QCS Complaint 
Management System (CMS). Prior to commencing an investigation, Official Visitors should 
ask prisoners whether they have done so (and confirm with centre staff the advice 
provided by the prisoner).  In the event that the prisoner has not made a complaint they 
should be advised to lodge a complaint in accordance with the CMS procedure.  The 
Official Visitor should not investigate the complaint until the matter has been dealt with 
under the CMS. 

1 The Macquarie Concise Dictionary states: 
(a) frivolous to mean of little or no weight, worth or importance; not worthy of serious notice; and  
(b) vexatious to mean annoying, instituted without sufficient grounds, and serving only to cause 

annoyance 
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In the event that a complaint has been made pursuant to the CMS procedure the Official 
Visitor will need to make further inquiries with the prisoner and/or the centre as to the 
progress of the matter before determining what, if any, further action should be taken. 
 
When dealing with a complaint, Official Visitors should always endeavour to resolve the 
issue or grievance at the centre level through negotiation with centre staff.  The benefits of 
this are: 
 

• the General Manager/Centre Manager has a greater awareness and control of the 
issues in their centre so as to prevent recurrence of the matter; 

 

• prisoners receive a timely response to their issues/grievances; and 
 

• the involvement of the Office of the Chief Inspector, in the resolution of a grievance, 
is reduced to a practical level. 

 
It is sometimes necessary to take issues/grievances to the Office of the Chief Inspector, 
but this is done only when: 
 

• there is no way to resolve the issue/grievance at the centre level; 
 

• no other external agencies are already investigating the complaint e.g. 
Ombudsman, Prisoners’ Legal Service; or 

 

• a prisoner has been transferred prior to the follow up of a complaint and the 
receiving centre needs to be informed. 
 

Official Visitors must categorise all prisoner complaints. In doing so, Official Visitors must 
assign a main complaint category (e.g. Offender Management) followed by a first (e.g. 
Court Ordered Parole) and then second (e.g. Suspension) sub-category for each 
complaint.  

Official Visitor Complaint Category Listing 
 

Complaint Management Correctional Centre 

Access to Blue Envelope 

Delayed Response 

Unreasonable Outcome 

Access to OV 

Other 

 

Staff Conduct Code of Conduct Breach 

Behaviour 

Discrimination 

Excessive Force 

Other 

 

Health Services 

Dental Services 

Access 

Adequacy of Treatment 

Other 

Medical Services 

Access 

Adequacy of Treatment 

Other 

Medication 

Distribution 

Refusal to Supply 

Other 

Optometry 

Access 

Adequacy of Treatment 

Other 
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Special Diet 

Adequacy 

Approval 

Other 

 

Legal Assistance 
Access 

Other 

 

Safety and Security 

Prisoner Identification 
ID Card 

Other 

Search – Facility 

Loss/Damage 

Procedure/Process 

Other 

Search – Prisoner 
Procedure/Process 

Other 

Search – Visitor 
Procedure/Process 

Other 

Visits – Personal Visitor 

Access Times 

Conditions 

Procedure/Process 

Restrictions 

Review 

Other 

Visits – Professional Visitor 

Procedure/Process 

Access 

Other 

Visits – Religious Visitor 

Procedure/Process 

Access 

Other 

 

Miscellaneous Other Other 

 

Support Services Transport and Escort 

Conditions 

Costs 

Procedure/Process 

Other 

 

Offender Management 

Accommodation 

Placement 

Standards 

Lockdowns 

Other 

Breaches of Discipline 

Procedure/Process 

Review 

Segregation Conditions 

Severity of Penalty 

Other 

Board Ordered Parole 

Reports by Centre 

Reports by P&P 

Conditions 

Interstate 

Delay 

Outcome 

Suspend/Cancel 

Communication 

Other 

Court Ordered Parole 

Cancellation 

Conditions 

Procedure/Process 

Suspension 

Other 

Counsel and Psych Services 

Access 

Adequacy of Service 

Assessments 

Reports 

Other 

Detention Units 

Conditions 

Reasons for Placement 

Other 

Discharge / Release 

Early Discharge Refusal 

Extradition / Immigration 

Pre-discharge Assistance 

Procedure/Process 

Travel Costs 
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Other 

Education / Vocation 

Access to Computer 

Access 

Adequacy of Course 

Assessment 

Student Status 

Other 

Information and Records Management 

Access 

Accuracy 

Confidentiality 

Right to Information 

Privacy 

Other 

 
Leave of Absence 

Procedure/Process 

Refusal 

Other 

Management Plans 

Conditions 

Decision 

Procedure/Process 

Review 

Other 

Maximum Security Orders 

Assessment 

Decision 

Procedure/Process 

Review 

Transition 

Access to Programs 

Conditions 

Other 

Programs 

Access 

Assessment 

Availability 

Exit Reports 

Procedure/Process 

Other 

Protection 

Procedure/Process 

Refusal 

Other 

Safety Orders 

Conditions 

Decision 

Procedure/Process 

Review 

Other 

 
 

Security Classification 

Assessments 

Procedure/Process 

Progression 

Review 

Other 

 
Sentence Calculation 

Accuracy 

Procedure/Process 

Other 

 
Substance Testing 

Accuracy 

Procedure/Process 

Other 

 
Transfer – Inter-Centre 

Procedure/Process 

Refusal 

Other 

 
Transfer - Interstate 

Procedure/Process 

Refusal 

Other 

 
Transfer – Involuntary 

Procedure/Process 

Review 

Other 

 
 
 

Work Orders 

Assessment 

Conditions 

Eligibility 

Procedure/Process 

Refusal 

Other 

 

Prisoner Services 
 

Accommodation – Children 
Procedure/Process 

Refusal 
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Other 

Communication – Telephone 

Access 

Approved Numbers 

Other 

Communication - Fax 
Access 

Other 

Communication/ Video Conferencing 

Access 

Approval 

Other 

Daily Living 

Computer Access 

Cell Access 

Conditions 

Maintenance 

Restrictions 

Other 

Employment 

Access 

Conditions 

Approval 

Termination 

Procedure/Process 

Other 

Family Liaison 
Cultural 

Service Provision 

Food Services – Meals 

Delivery 

Quality 

Quantity 

Other 

Food Services – Religious Diets 

Approval 

Provision 

Other 

Hobbies and Activities 

Access 

Approval 

Purchase 

Refusal 

Other 

Inter-Facility Prisoner Contact 

Approval 

Frequency 

Procedure/Process 

Refusal 

Other 

Library 

Access 

Resource Adequacy 

Other 

Mail – Ordinary 
Procedure/Process 

Other 

Mail – Privileged 
Procedure/Process 

Other 

Marriages 
Procedure/Process 

Other 

Prisoner Advisory Committees 
Procedure/Process 

Other 

Prisoner Purchases – Buy Ups 

Access 

Allowed Items 

Pricing 

Procedure/Process 

Other 

Prisoner Purchases – STPs 

Access 

Items Allowed 

Pricing 

Procedure/Process 

Other 

Property – Compensation 

Amount 

Procedure/Process 

Refusal 

Other 

Property – Hobbies/Artwork 

Damage/Loss 

Sales 

Storage 

Other 

Property 

Access 

Damage/Loss 

Limit 
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Procedure/Process 

Recording 

Other 

Remuneration / Allowances 

Error 

Non-Payment 

Procedure/Process 

Rate 

Other 

Trust Accounts 

Funds Management 

Transactions 

TV Rental 

Other 
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Complaint Resolution and Reporting Flow Chart 

 

 

  
Prisoner 

Seeks Assistance from 
Staff 

Resolved 
Satisfactorily 

Resolved 
Unsatisfactorily 

Submit Blue Letter 
to General 
Manager 

 
Resolved  

 
Unresolved  

 
Official Visitor 
Investigation 

 

 
Resolved  

 

 
Unresolved  

 

 
Report 

Outcome 
 

QLD 
Ombudsman/ 

Legal 
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Complaints Mana.gement System1 
february 200] 

Tllis bet sh~ is dPSignM to Mlp you un(J~rst;md th~ COmplaints ~nagemMt syst~m (eMs), flow t~ syst~m 
woocs, how comp~ints Gn l)e mad I!, privacy issues, and ~you can do to he-lp Queoostm(J cormc.tivl! servic:es 
(QCS) aooress your compt.ai nt quickly ana efficienuy. 

Pleas!! gi'YI! QCS an ()IJ)portunity to resotvl! yoor comp~nt prior to sl!etling I!Xt~mal resoLution, but stloold you bl! 
unhappy with your complaint determinatioo and n!viiM proci!'Ss, other agl!flcii!'S may bl! allll! to assist. 

What is the CM5? 

The CMS is a new complaints process fo.rall ooiTE!Ctive 
se rvices cent res lind offices throughout Queenslllnd. 

How do I make a comptaint? 

Offenders in correctional centres nre•encournged to tllke 
the ircomplnint to their unit mnnagerorsupervisingofficer 
in the first instnnce_ Trytlllking nbout your complaint be fore 
lodging o writte n compl~tinl Most ·oomplai nts should be 
nble to be resolved at this !e~L If your oomplnint can not be 
res olved nt this level, you Clln write to a General MiaMger. 
You C4J1 use 11 deparlinentaloomplaint form or write ll. letter. 
You.rcomplmnt can be placed in lli blue envelope if you 
wish. Filling in the complaint form will help QCS nddress 
your complmnt quic-kly nnd efficiently. It is awitnble nt all 
correctional centres nnd probat ion 11nd parole offices. 

Before lodging o written complaint tnot is conside.red 
to be negligible or minor in nature, you must be able to 
de monstmte thntyou ha~ 11lrendy attempted to resolve 
the matter informDily at the unit level Stiould this not be 
the cilSe, you will be dired:ed to do tnis beforeyourwritt·en 
complaint wiU be processed. 

If you a re lin offende r in the Prob11tion lind Pnrole seavice', 
your «>mplmnt should be directed to Ute probation a nd 
pnrole office ooncemed. Offenders are encouraged to take 
the ir complnintto their supervising parole officer in thE! first 
instance. lf tlhe matter cannot be resolved at tnis leve~ you 
should write to the Regional M11nager who may be able to 
fnllke 11 determination o n your c1>mplllint. 

Q(S st11ff mu4 provide reusonilble 1l5Sis1llnce to eMible you 
to milke·<J complaint if you need he lp'. 

Are all mmplaints covere<l bytlhe new CMS? 

No. The CMS does not c:o...-ercompkintsll.boutthe conduct 
of staff nor doe.,; it deal with oompllli nts Where there is an 
existing right of review o r nppenl lf you wish to m<:~ke 111 

complaint ol this nature you c.:m write to 11 Ge neml Manger 
(Correctionlll Centre), RegionDl Mllnllge r (Prob11tion 11nd 
Parole), or direct to the Director Ethical Standards Branch in 
QCS. 

How does the CMS work? 

Once QCS n?cei~s your writte n complaint you will recei~ a 
written <:~cltnowledgemenl Youroomplaint will be assessed 
i1S negligible, minor or major-. This will determine the 
timefmme for-dealing with your complaint. Complllints 
11~ssed a.,; negligible or minor wiU, wlten? pmdicable, be 
determined within 30 days of receipt. Complaints assessed 
11s major will whe re pmcticable, be determined within 
6o days of receipt You will be <:Jdvised in writing iltll;ese 
timefmmes cnnmot be met You will Dlso be adv.isedl in 
writing of the finnloutoome of'youroomplaint. 

What if t•m not satisfied with the outcome of my 
complaint? 

lfyou ore not sat isfied with the outoome of your oomplaint, 
you mny request in writi~ that your complaint aufcome be 
reviewed_ This req uest must be submitted to QCS within 28 
days from the date of your oomplaint outcome ttdvioe. You r 
n?quesl:fi>Treviewwil~ where prnd ic11ble , be completed 
within 21 days af its receipt Where the 21 day timefrnme 
cannot be met, vou will be lldvised in writing. You will 
11lso be advised in writing of the outcome· of the review. 
In certain circumstances, you wiU hnve no rignt of internal 

canrinu«L. 

~ Queensland Government 
~ Qu~en5land C.rrtu:tlfts.nir:.s 
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We rccmcyounlriltcn compraint 

* We tryro r'c:!oOl•tc ~ur complaint 

~ 
We a.dwi~e '(OJ ofyo11r corn p(l!jnt outcome 

* (n mo' t co~~. if you ore not Mti~5ed with your 
011tcome '(011 CDR )Ctt II review 

~ 
If 'fO u arc oot ~oti,5ed with '(OUJ re\'iew outcome 
'(0111 c11n :~ubm 1t your com~ l11inl<o an a ppropria.tc 

cxte mal c.gency 

review. This will norma lly apply in c.<Jses of negligible or 
minor oo.mploints that hm•e bEEn determined by il Ge ne rol 
MilnDger or Regional Maooger. 

What if 1•m not .satisfied with my review outcome? 

If you ilre disSDtisfied with your review outoome, you ciln 
submit your cornplilint to ilTl ilppropriate &temill ilgency for 
further oonsiderntion. 

What ~an I do to help? 

To assist QCS respond to your complilint, there are il few 
things you ciln do: 

., 

• 

• 
• 

Provide QCS with ilS much detili l ilnd relevt1nt 
info.rmotion il5 possible to he lp us unde rstandl youf 
oomplilint; 
fx.p I run any previous attempts you have made 
to r'esolve yourcomplilint; 
Tell us cleilr'ly whilt outoome you ilre s EEking; 
Keep us updilt ed on a ny new developments 
on your oomplilint ns this wi ll assist us to nssess ilnd 
inves tig:Dte your oomploint. 

Any other things I should know? 

Anonymous compLaints- Anonymous compiDintsv.ill be 
ilcoepted , hoVIE'Ver, in circumstilnces where iln ilnonymou"s 
co:mp!nint is received, QCS mny find it difficult to thoroughly 
invest igDte the oomplilint withaut sufficie nt detilil or the 
Dbility to milinblin effective linisan. Also we cannohclvise 
you of the outcome. Snou!d this be the cnse, there is a 
strong chance your complrunt will not be investigated. 

wimar:awing a comp•aim - 'l'au mDY'Withdrnwyour 
oomp!nint at any time, prefembly in writing. Invest igatio n of 
the complaint mily st ill proceed if the complaint concerns 
il significnnt or serious iss ue and QC5 believes that an 
invest igDtian is still WilTTilnted. 

~tious compLaint- If a complaint is cons ide red to be 
veX.iltious , QCS may e lect notto pursue the matter any 

furthe r. 

A veJ<Dtiou.s oomplo int is a frivo\ous complilint that is iln 
abuse ofthe oomplDint process; is not made in good faith, 
oriltternpts to reope n iln issue that has been determined by 

mising the Silme issue ilgilin or Dsimilar issue o r issues. 

If your complilint is oonsidered to De vexatious, you 'Will 
be not ified in writing outlining the ~eilsons behind this 
decis ion. This doe:s not remove your right to submit your 
complnint to a n exte mill party. 

Pleilse note there are severe penillties for providing false o r 
misleading information to a n official, including il doc-ument, 
thilt is known to be false o r mislending (S134Co1Tective 
5ervict!s Act 2oo6). 

Als o o. pris oner milY commit il breilch of discipline if the v 
make a complmint, other th iln a complaint to iln officiDI 
visitor, a bout an net oTomi&sio n of ilTlothe r prisoner, or a 
Carrective Se rvices Office r, thnt is frivolous orve.xiltious (S6 
Corrective Services Regulation 2oo6). 

Safeguards against retri])ution 

Camplilints will be tre o.ted c.-onfidentiillly and complninilnts 
s hould not De concerned that tt-.er,e will be any rep riSDl 
from QCS for milking ,il oomploint. If you believe repriSill 
ilctio n hns been tilke n because you hilve made il com p!il int, 
you s hould immediate ly notify the perso n handling your 
oo.mplili nt or the ir supeiVisor or milnager. 
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PROVISION OF PROCEDURAL FAIRNESS TO CENTRE 
MANAGEMENT 

There is a requirement for an Official Visitor to inform the General Manager of the 
correctional centre or delegate of which the complaint relates to, that a preliminary view 
has been formed that a complaint/s may be substantiated. 
 

• To ensure procedural fairness, the General Manager or delegate of a correctional 
centre should be provided with an opportunity to respond to a possible finding of 
substantiated.  This opportunity can be provided in person or by phone or 
correspondence. 

 

• Despite any response by a General Manager or delegate, the Official Visitor must 
still form their own independent view on the outcome, including satisfying themself 
about the accuracy of any response or evidence supplied by the correctional centre 
(including the General Manager or delegate). 

 

• It must be declared on the Official Visitor Report whether the General Manager or 
delegate of the correctional centre was informed. 

Relationship with Centre Management and other Official Visitors 
 
The relationship between the Official Visitor and the General Manager/Centre Managers is 
crucial to the successful development of the Official Visitor Scheme. 
 
Mutual trust and respect is the cornerstone of the Official Visitor Scheme.  The relationship 
is a professional one.  It is enhanced by regular meetings to discuss issues and problems.  
The Official Visitor and General Manager/Centre Manager or delegate should meet at the 
start and finish of each visit for briefings.  The Official Visitor should resolve complaints 
through discussions with appropriate Correctional Officers or Managers prior to 
consultations with the General Manager/Centre Manager. 
 
The General Manager/Centre Manager may delegate to an appropriate member of staff, 
responsibility for the resolution of outstanding matters, or may even acknowledge that 
certain issues should be referred to central office.  As the Official Visitor is reporting on 
issues relating to the working effectiveness of the centre, neither party should 
underestimate the importance of a close, open and honest working relationship. 
 
It should be understood the General Manager/Centre Manager is not bound by an Official 
Visitor’s recommendation and that an Official Visitor cannot overrule a decision about 
which a complaint has been made. 
 

GUIDELINES FOR DISCRIMINATION COMPLAINTS 

Introduction 
 
These guidelines are designed to help you understand the complaints process that must 
be followed by all prisoners when making a complaint alleging discriminatory treatment by 
while under the supervision of management of QCS. 
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Recent legislative amendments have been made requiring all prisoners under the 
supervision of QCS, prior to lodging a complaint with the Anti-Discrimination Commission 
Queensland, to make a written complaint regarding the alleged discrimination to both: 
 

(a) QCS; and 
 
(b) An Official Visitor. 

 
Section 319E(1) of the Corrective Services Act 2006 (CSA 2006) states: 
 
“A relevant person cannot complain to the anti-discrimination commissioner under the Anti-
Discrimination Act, section 134 about alleged contravention of that Act committed by a 
protected defendant2 against an offender until –  
 

(a) if the offender was detained in a corrective services facility when the alleged 
contravention happened – at least 4 months after the offender makes a written 
complaint about the alleged contravention to the chief executive at the 
corrective services facility where the offender was detained.” 

 
Relevantly, in relation to Official Visitors, section 319F(2) of the Corrective Services and 
Other Legislation Amendment Act 2008  states: 
 
“A relevant person cannot complain to the anti-discrimination commissioner…until at least 
one month after the prisoner makes the written complaint under section 290(1) to an 
Official Visitor about the alleged contravention.” 
 
Section 319F(1) contemplates that the prisoner can not make a complaint to the Official 
Visitor in relation to the matter until first having complained to QCS and waiting either until: 
 

(a) the day the offender is notified in writing by the chief executive that the chief 
executive has finished dealing with the offender’s complaint under that section; 

 
(b) the day that is 4 months after the offender makes a written complaint to the 

chief executive under that section. 

Process for dealing with discrimination complaints 
 
Section 319F(2) requires a prisoner to complain in writing to an Official Visitor. QCS has 
issued an information notice to prisoners advising that they should address their complaint 
to the State Coordinator. Within 3 days or receiving the prisoner letter of complaint, the 
State Coordinator will: 
 

• assign the complaint to an Official Visitor at the centre in which the prisoner is 
accommodated; and 

 

• issue a letter of acknowledgement to the prisoner advising them that the matter has 
been assigned to an Official Visitor. 

2
 A protected defendant is defined to include QCS and its employees and engaged service providers. 
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Review by Official Visitor 
 
Upon receipt of the letter from the State Coordinator enclosing the prisoner’s complaint, as 
the reviewing Official Visitor, you should arrange to attend the centre to review the 
complaint. As part of this review, you should review any written material, interview the 
prisoner and, where you consider necessary, and discuss the matter with relevant centre 
management. The State Coordinator will forward any relevant supporting documentation. 
You are not required to interview witnesses as part of this process. 
 
Owing to the timeframes established in the relevant sections, you should endeavour to 
complete your review with 14 days of receipt of the complaint. 
 
Pursuant to section 290(1) of the CSA 2006, and subject to some qualifications (detailed 
below), an Official Visitor must review a complaint from a prisoner. While it is mandatory to 
review, an Official Visitor is not bound to make a recommendation. 
 
It is considered that there is likely to be three possible outcomes from your review of a 
prisoner’s discrimination complaint, namely: 
 

(a) review and dismiss the prisoner’s complaint on the basis that after fully 
reviewing the matter you consider the complaint to be unmeritorious – therefore 
no recommendation  to the Agency is made; 

 
(b) review complaint but you are unable to come to any clear conclusions on 

the basis, for example, that there is significantly conflicting evidence – therefore 
no recommendation  to the Agency made; and 

 
(c) review and recommend the Agency take some action on the basis that after 

fully reviewing the matter you consider that the prisoner’s complaint is 
meritorious. 

 

No recommendation made to the Agency 
 
If you are dismissing the prisoners complaint or are unable to make a recommendation, 
please advise the prisoner of this outcome in writing and send a copy of your letter to the 
State Coordinator. This will finalise your involvement in the matter. Owing to the 
timeframes established in CSA 2006 section 319F please endeavour to provide your 
written response to the prisoner within 3 days. 

Recommendation made to the Agency 
 
If you intend to make a recommendation, please direct this to the Commissioner by letter 
with a copy of your letter to the State Coordinator. Please endeavour to send this written 
advice to the Commissioner with 3 days. This will allow the Agency to respond to you 
within the established timeframes. 
 
The Agency will endeavour to consider your recommendation and provide you with advice 
concerning the outcome with 7 days. This will allow you to respond to the prisoner in a 
final letter. This should advise the prisoner of the recommendation that you have made 
and the outcome from the Agency. 
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Provided you receive return advice from the Agency within time, you should endeavour to 
respond to the prisoner with the final letter within 30 days. It should be noted that pursuant 
to section 290(5)(b) of the CSA 2006 an Official Visitor must advise the prisoner: 
 

(i) whether the Official Visitor has made a recommendation to the chief 
executive; and  

 
(ii) if a recommendation had been made – the terms of the recommendation, 

without disclosing confidential information. 

Qualifications 
 
As stated above, there are exceptions to the mandatory requirement to review. Most 
relevantly in relation to discrimination complaints, these are: 
 

(a) Allegations of official misconduct: 
 

CSA 2006 section 290(2)(e) provides that an Official Visitor must not review a 
complaint if: 
 
“The Official Visitor reasonably suspects the complaint involves or may involve 
official misconduct, unless; 

 
(i) The complaint had been referred to the CMC; and 
 
(ii) The CMC has advised the chief executive that the commission does not 

intend to investigate the complaint.” 
 
The State Coordinator will advise the Official Visitor when allocating a discrimination 
complaint to them whether the matter has been considered by the CMC. 
 

(b) Frivolous and vexatious complaints: 
 

CSA 2006 section 290(2)(f) provides that an Official Visitor must not investigate a 
complaint if: 
 
“The Official Visitor reasonably believes the complaint is frivolous or vexatious”. 
 
Should you have any queries in relation to the process please do not hesitate to contact 
the State Coordinator or Chief Inspector. 
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Changes to the Corrective Services Act 2oo6: November 2008 

New process for discrimination complaints 

This fact sheet is designed to help you understand the new co11plaints process that must be followed by all offenders when 
making a compla 'nt alleging discriminatory treatment while under the supervision or management of Queensland Corrective 
Services (QCS). 

Thi> rrt!W prutt!>'=> dlluw5 QCS tu rt!'=>Olve your tumfJldint quitdy dllU t!ffitit!rrlly 111ior to yuu ~eekinK drr txterndlre>olu tion. 

If you'""' -;till unhappy with your complaint dPtE>rmination, you arP frpP ~o progrE><S yo.Jr complaint through othE>r ~VE>nuE>s such 
as the Anti-Discrimination Commission Queensland (ADCQ). 

Changes to the Corrective SetVices Ad 2006 

Recent amendments have been made to the Corrective Se!Vices Act 

2oo6 i n respect of. 

• ersuring all offenders under the supervision of QCS make a 
wntten complarnt to QCS prror to .odgrng a complarnt to t he 
AOCQ; nnd 

• making it compulsory for an offender in custody to make a 
written compla int to the Official Visitor who attends their 
cent re priorto lodging a complaint to the ADCQ. 

Complaint regarding treatment by QCS (or their agents 
and service providers) 

Under :he changes to the Corrective Setvices Act 2ooG an offender 
may st ill lodge a complaint to the ADCQ alleging that QCS has 
d iscriminated againsr thPm, but only i'ftPr following the QCS 
Complaints Management System (CMS). 

How do I make a complaint regarding treatment by 
QCS (or their agents and service providers) under 
the CMS? 
All complaints must be made in writing. If you are having difficulty 
in writing your complaint, assistance may be obtained from other 
ppople such as your family, friE>ncs or correct ive services staff. 

If you are an offencer supervised by Probation and Parole, your 

written complaint should be directed to the d istrict office where 

you are required to report. 

The Regional Manager of the office wit. accept the complaint on 

behalfofthe Chief Exec•Jtive of QCS. 

lf•1ou are serving a sentence or a re on remand, your written 
complaint should be directed to the General Manager of the faci lity 
w here yoJ are c~rrantly detainad. 

The General Manager of the facility will accept the complaint on 
behalf of t~e ch.efexecutive of QCS. 

What if my complaint is in regard to the General 
Manager of the facility where I am detained or 
the Regional Manager o f the office where I am 
supervised? 
lfyourcomplaint rel~tes to t reat ment by a General Manager wnilst 

in a corrective services faci lity, your written complaint shou.d Je 
addressed to the Assistant Director-General, Custodial Operations. 

lfyourcomplaint rel;;.te; to treat ment by a Regional Manager whilst 
being supervised in the community, your written complaint should 
be addressed to the Assistant Director-General, Probation and 
Parole. 

What happens after I have lodged my written 
complaint? 

Once QCS receives your written complai1t, you will rece ive written 

acknowledgement. 

Complaints that relate to alleged d iscrimination by QCS in regard to 

delivery of a service will be dealt with under the exist ing CMS. 

These complaints wi.l be assigned a level, which will determine che 
t rmeframes for dealing wrth yourcomplarnt. Complarnts assessed 
as Level1 or Level2 will be determined within one month o f 
receipt. Complaints assessed as Level3 will be determined within 
two mont hs of receipt. You will also be advised in writing of t he 
final outcome o'your complaint. 

Cnmf"llnints thnt r.nncPm ~n n llegntion nf rli~crim i ni'lt ion involving 
misconduct committed by an individual employed by QCS wi ll be 
referred to the P.gency·s l:.thical Standards Branch for assessment 
and appropriate action. 

~ 
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Changes to the Corrective Services Act 2oo6: 

New process for discrimination complaints 

Can I request the outcome of my complaint to be 
reviewed? 

If you are not satisfied with the outcome ofyourcomplaint, you 
may request a review of the decision in writing, however this is 
no: mandatory. 

In lo~~~ whO:' II:' lhl:' <.il:'ll:'nni·rillg ofiiwr Wil~ lhl:' G1:'11~rdl Molldgl:'r, 
Regional Manager or Director an internal review 11ay not be 
available. 

What if I'm not 5atisfied with the outcome of my 
complaint? 

If you are in custody at the time you receive yourcomplai1t 
ou:come and you are not satisfied with the outcome, you must 
make a written compbintto an official visitor before lodging<:~ 
complaint to :he ADCQ. 

If you are not in custody at the t ime '/OU receive your complaint 
ou:come, a complaint may be forwarded to t he ADCQ. 

Complaints to an Official Visitor. 

The changes to the Corrective Service$ Act 2oo6 make it 
compulsory for an offender i n custody to lodge a wdten complaint 
to rhe Official Visitor before lodging a complaint to the ADCQ. 

The role of the Official Visitor is to ensure that administrative 
decisions made within w rrective services facilities are open a nd 
accountable. 

To make ~ complaint to the Offic al Visitor in relation to an 
allega:ion/s ofdisc(mination you must outline your complaint 
in writing anc address to the: 

Official Visitor Coordinator 

GPO Box 1054 

Brisbane Q 4001 

Once the Official Visitor Coordinator receives your written 
complaint you will be sent a written acknoVIIedgement and the 
complaint will be referred to an Official Visitor of the facil"ty where 
you are detained. 

You will be advised in writi ng by the Official Visitor as to the 
ou:come of t hei r rev·ew o f the complaint •Nithin one rnonlh. 

What happens next? 

If yo; rem~ in dissatisfied, a compl~ int may be forwarded to 
the ADCQ. 

What can I do to help? 

To assist QCS's response to your comJiaint, there are a few th.ngs 
you can do: 

provide QCS with as much detai l and relev<:~nt information as 
possible to help us Lnderstand your complaint; 

explain any p·evious attempts you have made to resolve •tour 
complaint; 

tell us clearly what outcome you ane seeking; and 

keep us upd~ted on ~ny new developments on your 
complaint as this will assist us to assess and investigate 
your complaint 
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SAFETY ORDERS 

Introduction 
 
A Safety Order (SO) is an order made under the Act, for up to one month, which places 
restrictions on a prisoner, above and beyond those which apply to all prisoners.  Very often 
a SO will require the prisoner to be separately confined (for example, in a Detention Unit); 
it may limit their contact with others, remove certain privileges (such as contact visits), 
deny access to programs and activities or restrict access to property.  A Consecutive 
Safety Order (CSO) extends the initial Order beyond one month; some prisoners remain 
on CSO’s for months at a time.  Any order which places such restrictions on a prisoner 
requires careful monitoring and review. 
 
These guidelines are to help you to complete a CSO review to the best possible standard.  
The reviews of CSO’s carried out by Official Visitors serve three purposes: 
 
(a) to meet the requirement under s.56 of the CSA to review any SO which is for a period 

of more than one month – that is, an initial Order and one or more CSO’s; 
 
(b) to give independent advice to the person who made the Order, and who may be 

considering the making of a further Order; and 
 
(c) to provide information to the OCI about how correctional centres are managing 

prisoners on CSO’s, and to advise the OCI of any concerns the Official Visitor has 
about a prisoner’s management or well-being. 

 
Every CSO should be critically examined.  The role of the Official Visitor is to cast a fresh 
and independent eye over the reason/s for making the Order, its conditions and its 
continuing relevance, and to consider whether it is still the best way of managing the 
prisoner to whom it applies. 
 

Consideration when reviewing a Consecutive Safety Order 
 
When reviewing a Consecutive Safety Order (CSO), please bear in mind the following 
points: 
 
(a) CSO’s are not a form of punishment; that is the purpose of a short-term Separate 

Confinement Order.  If you suspect that a prisoner may be subject to a CSO for that 
purpose, rather than for their safety or that of others, this should be clearly noted in 
your review of the Order.  

 
(b) The reason for placing a prisoner on a CSO – or even an initial SO – may cease to 

exist before the Order is completed.  If you can find no evidence that the prisoner still 
poses a threat to their safety, or that of others, you should consider recommending 
that the CSO be amended or cancelled. 

 
(c) A prisoner placed on a CSO for their safety – for example, if they are considered at 

risk of self-harm – may show a deterioration in their condition as a result of the 
restrictions placed on them by the Order.  If you believe this is the case, you should 
consider recommending that the CSO be amended to better manage the prisoner; it 
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may not be practicable to recommend cancelling the CSO under those 
circumstances.   

 
(d) If you have concerns about the prisoner’s physical or mental well-being after 

reviewing a CSO, you should bring them to the attention of staff in the unit where 
the prisoner is being managed at once, and discuss them with centre management 
at your exit interview.  You can also send an e-mail to the State Coordinator to alert 
the Office of the Chief Inspector before you submit your report. 

Authority for making and reviewing CSO’s 
 
The CSA gives clear directions on how SO’s and CSO’s are to be made and what they 
must include, as well as making provision for review by Official Visitors. 

53. Safety Order 
 
(1) The chief executive may make an Order (a Safety Order) for a prisoner if─ 
 

(a) a doctor or psychologist advises the chief executive that the doctor or 
psychologist reasonably believes there is a risk of the prisoner harming himself, 
herself or someone else; or 

 
(b) the chief executive reasonably believes─ 

 
(i) there is a risk of the prisoner harming, or being harmed by, someone else; 

or 
 
(ii) the Safety Order is necessary for the security or good order of the 

corrective services facility. 
 
(2) The Safety Order must not be for a period longer than 1 month. 
 
(3) The Safety Order must state the conditions, prescribed under a regulation, that apply 

to the prisoner’s treatment.  
 
(4) The chief executive may limit the privileges of a prisoner during the period of the 

Safety Order if the chief executive reasonably believes that during the period─ 
 

(a) it will not be practicable for the prisoner to receive privileges to the extent the 
prisoner would otherwise have received them; or 

 
(b) having regard to the purpose of the Safety Order, it is not desirable that the 

prisoner receive privileges to the extent the prisoner would otherwise receive 
them. 

 
(5) Without limiting subsection (3), the Safety Order must also state the extent to which, 

as decided by the chief executive, the prisoner may receive privileges during the 
period of the Safety Order. 

 
(6) During the period of the Safety Order, the prisoner may be accommodated separately 

from other prisoners, including, for example, in a health centre at the corrective 
services facility. 
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(7) If the prisoner is separated from other prisoners during the period of the Safety 
Order, the chief executive may provide for the prisoner’s re-integration, before the 
period ends─ 

 
(a) Into the mainstream prisoner population of the corrective services facility; or 

 
(b) Into the routine that applied to the prisoner before the Safety Order took effect. 

54. Consecutive Safety Orders 
 
(1) The chief executive may make a further Safety Order for a prisoner to take effect at 

the end of an existing Safety Order. 
 
(2) However, if the existing Safety Order was made on the advice of a doctor or 

psychologist, the further Safety Order may be made only on the advice of a doctor or 
psychologist. 

 
(3) The further Safety Order must be made not more than 7 days before the end of the 

existing Safety Order. 
 
(4) Also, if the existing Safety Order is taken to be for a period of more than 1 month 

under subsection (5), the chief executive must not make the further Safety Order 
unless─ 

 
(a) not more than 14 days before the end of the existing Safety Order, the chief 

executive give written notice to the prisoner advising the prisoner that─ 
 

(i) the chief executive is about to consider whether a further Safety Order 
should be made; and 

 
(ii) the prisoner may, within 7 days after receiving the written notice, make 

submissions to the chief executive about anything relevant to the decision 
about making the further Safety Order; and 

 
(b) the chief executive considers any submission the prisoner makes under 

paragraph (1)(ii). 
 
(5) For this section, two or more Safety Orders running consecutively are taken to be 

one Safety Order. 

56. Review of Safety Order – Official Visitor  
 
(1) A prisoner subject to a Safety Order may apply in writing to the chief executive for 

referral of the Order to an Official Visitor for review. 
 
(2) After receiving the application, the chief executive must refer the Safety Order to an 

Official Visitor. 
 

(3) The Official Visitor must review the Safety Order. 
 
(4) If a Safety Order for a prisoner is for a period of more than 1 month, an Official Visitor 

must review the Order─ 
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(a) as near as practicable to the end of the first month; and  
 
(b) subsequently, at intervals of not more than 1 month until the period ends. 

 
(5) When reviewing a Safety Order, an Official Visitor may exercise the powers 

mentioned in section 291. 
 
(6) After completing a review, an Official Visitor must recommend to the chief executive 

whether the Safety Order should be confirmed, amended or cancelled. 
 
(7) If the Official Visitor recommends that the Safety Order be amended by reducing the 

period of the Order, or that the Order be cancelled, the Official Visitor must also 
recommend to the chief executive what should be done about any privileges forfeited 
by the prisoner while the Order applied to the prisoner. 

 
(8) The chief executive must consider the recommendations and either confirm, amend 

or cancel the Safety Order. 
 
(9) To remove any doubt, it is declared that the chief executive is not bound by an 

Official Visitor’s recommendations. 
 
(10) For this section, two or more Safety Orders running consecutively are taken to be 

one Safety Order. 
 
The Corrective Services Regulation 2009 (the CSR) includes some special provisions for 
SOs. 

8. Safety Order conditions—Act, s 53(3) 
 
The conditions a Safety Order for a prisoner must state are as follows─ 
 

(a) the extent to which the prisoner is to be separated from other prisoners 
accommodated in the corrective services facility; 

 
(b) any special needs of the prisoner and how the needs must be met; 
 
(c) how and when the prisoner may receive visits; 
 
(d) the amount of property the prisoner may keep and access while subject to the 

Safety Order; 
 
(e) the prisoner’s access to approved activities, courses and programs; 
 
(f) phone calls and electronic communications the prisoner may make. 

9. Safety Order for Aboriginal or Torres Strait Islander prisoner 
 
(1) After making a Safety Order for an Aboriginal or Torres Strait Islander prisoner, the 

chief executive must tell the following about the Order─ 
 

(a) an Aboriginal or Torres Strait Islander health worker; 
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(b) if an Aboriginal or Torres Strait Islander elder, respected person or indigenous 
spiritual healer has been appointed for the corrective services facility─the elder, 
respected person or indigenous spiritual healer; 

 
(c) the person nominated by the person as the prisoner’s contact person. 

 
(2) When telling the Aboriginal or Torres Strait Islander health worker about making the 

Safety Order, the chief executive must ask the worker to visit the prisoner. 
 

(3) A failure to comply with subsection (1) or (2) does not invalidate the making of the 
Safety Order. 

 
The CSO also makes general provision for prisoners on separate confinement orders, 
which can include CSO’s if, for example, the prisoner is in a Detention Unit. 

5. Safety Order conditions—Act, s 53(3) 
 
The chief executive must ensure a prisoner undergoing separate confinement─ 
 

(a) can access reticulated water, a toilet and shower facilities that, as far as 
practicable, are constructed in a way to prevent the prisoner from associating 
with other prisoners; and 

 
(b) is given the same type of mattress, sheets, blankets and pillow as the prisoner 

would have were the prisoner not in separate confinement; and 
 
(c) is given clothing appropriate for the prevailing conditions; and 
 
(d) is given the opportunity to exercise, in the fresh air, for at least 2 daylight hours 

a day. 

Worksheet for CSO reviews 
 
Consecutive Safety Order reviews, like Official Visitor reports, are submitted on-line.  The 
worksheet developed for use by Official Visitors follows the format of the report, so that 
you are prompted to gather all the information you will need to enter into each report.  The 
online report will not be submitted if certain sections are not completed, as the information 
in those sections is considered necessary to a proper review of the CSO.  Please give 
careful thought to how you complete these mandatory sections. 
 
Some of the information required can be entered before your visit to the centre where you 
will be reviewing a CSO, as a copy will have been sent to you by the Office of the Chief 
Inspector: 
 
(a) the prisoner’s details; 

 
(b) when the CSO was made and by whom; 
 
(c) when the initial Order was made; 

 
(d) the reason for making the CSO; and 

 
(e) whether the conditions of the CSO are clearly set out in it. 
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The worksheet will also prompt you to find out other information which will be relevant to 
your decision to recommend confirming, amending or cancelling the CSO.   
 
If a prisoner alleges during a review that they had not been properly informed about the 
reasons for, or conditions of, the CSO, or that they are not receiving all the conditions they 
are supposed to, ask as many questions of centre staff as you feel are necessary to get to 
the bottom of the matter.  For example, you might consider: 
 
(a) whether the prisoner was given information in writing which they did not have the 

ability to understand – a significant proportion of prisoners have poor literacy or 
comprehension skills; 

 
(b) does the prisoner have difficulty understanding or remembering information – written 

or oral – because of his/her mental health or intellectual abilities; 
 
(c) are conditions in the CSO not being given because the prisoner has been difficult to 

manage or not behaving well (this should not occur) or because of concerns for the 
prisoner’s safety (for example, certain items of property being withheld because the 
prisoner might use them to cause harm). 

 
Prompts to ask relevant questions are included in the worksheet.  Even if you have done a 
number of CSO reviews, and are confident about your interviewing skills, it is useful to look 
through them regularly. 
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Consecutive Safety Order Reviews 

 

PRISONER’S NAME   

IOMS NUMBER  LOCATION  

DATE OF INTERVIEW   

COMMENCEMENT 
DATE OF 
CONSECUTIVE 
ORDER 

 

DATE OF INITIAL SAFETY 
ORDER 

 
EXPIRY DATE OF 
CONSECUTIVE ORDER 

 

SECTION A       HAS THE SAFETY ORDER BEEN APPROVED BY AN AUTHORISED DELEGATE? 

Name:      ______________________________________________    Date:        ____________________________ 

Comments:    

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 
 

SECTION B       WHAT GROUND AND REASONS ARE GIVEN FOR MAKING THE ORDER? 

1. Ground 

 A doctor or psychologist reasonably believes that there is a risk of the prisoner harming him/herself or 
someone else – s.53(1)(a)  

 The Chief Executive reasonably believes that there is a risk of the prisoner harming, or being harmed by, 
someone else – s.53(1)(b)(i) 

 The Chief Executive reasonably believes that the safety order is necessary for the security or good order of 
the corrective services facility – s.53(1)(b)(ii)  

2. Reason (must be more specific than grounds). 

Comments: 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 

SECTION C       ARE YOU SATISFIED THAT THERE ARE ADEQUATE GROUNDS FOR MAKING THE 
CONSECUTIVE SAFETY ORDER? 

Are you satisfied that there is evidence to support the Delegate’s views?   

Is that evidence still relevant? 

If not, you might consider the Order is no longer necessary and recommend amendment or cancellation. 

Comments: 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 
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SECTION D       HAS A DOCTOR/PSYCHOLOGIST PROVIDED THE NECESSARY ADVICE TO THE DELEGATE           
PRIOR TO THE ORDER BEING ISSUED?* 

       Yes       No       Not Applicable 

                                        *This only applies if the Consecutive Safety Order is made under s.53(1)(a) of the CSA. 

SECTION E       ACCOMMODATION 

 Safety Unit 

 Medical Unit 

 Detention Unit (powered) 

 Detention Unit (unpowered) 

  Maximum Security Unit 

  General Accommodation 
 

 

 

SECTION F        ARE THE PRISONER’S CONDITIONS UNDER THE ORDER CLEARLY STATED?  

Are the conditions that apply to the prisoner under the Order clearly stated? 

a) extent to which the prisoner is to be separated from other prisoners in the facility; 

b) any special needs of the prisoner and how those needs must be met; 

c) visits the prisoner may receive; 

d) the amount of property the prisoner may keep and may access while subject to the Order; 

e) the prisoner’s access to approved activities, courses and programs; 

f) phone calls and electronic communications the prisoner may make. 

Comments: 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

 

 SECTION G         IF PRISONER IS ABORIGINAL OR TORRES STRAIT ISLANDER, HAVE THE REQUIREMENTS 
OF THE CORRECTIVE SERVICES REGULATION s.9 BEEN ACTIONED? 

a) has an Aboriginal or Torres Strait Islander health worker been informed and asked to visit the prisoner? 

b) has an Aboriginal or Torres Strait Islander elder, respected person or indigenous spiritual healer appointed to the 
corrective services facility been informed? 

c) has the person nominated by the prisoner as the prisoner’s contact person been informed? 

Comments: 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

 

SECTION H       IS THE PRISONER RECEIVING THE CONDITIONS/PRIVLEGES STATED IN THE ORDER? 

• To be discussed with both the prisoner and staff managing the prisoner. 
• If the prisoner is not receiving any of the conditions/privileges, consider the following; 

• Is the prisoner refusing the offer (e.g. of visits or courses) and, if so, why? 

• If the Centre is declining to provide one or more, what are the reasons for this and are you satisfied the 
prisoner understands them? 

• Do you consider the Centre is justified in its refusal? 

• If the Centre is not providing a condition or privilege because of some concern (e.g. for the prisoner’s 
safety), could the condition be met in some other way? 

• If the Centre is not providing a condition or privilege because of some concern (e.g. for the prisoner’s 
safety), could the condition be met in some other way? 
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• Segregation 

• Special needs 

• Visits 

• Property 

• Approved activities, courses and programs 

• Phone calls 

Comments: 

_______________________________________________________________________________________________ 

_______________________________________________________________________________________________ 

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

SECTION I       IS THE PRISONER PROVIDED WITH RE-INTEGRATION OPPORTUNITIES? 

• If not, should opportunities be offered?  Is it possible for the prisoner to be offered re-integration at this time? 

Comments: 

_______________________________________________________________________________________________ 

_______________________________________________________________________________________________ 

_______________________________________________________________________________________________ 

 

SECTION J        PROCEDURAL FAIRNESS 

• The Chief Executive must give the prisoner notice not less than 14 days before the end of the previous Order that 
another one may be made; and 

• The prisoner is given 7 days to make submissions to the Chief Executive. 

• Has the prisoner been given a copy of the CSO and does s/he understand the conditions of it 
and the reasons for making it? 

• If the prisoner has trouble reading/understanding documents, has someone explained the 
CSO in person? 

• Has the Chief Executive given the prisoner notice not less than 14 days before the end of the 
previous Order that another one may be made? 

Comments: 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

Yes  No 

     

     

     

 

 

SECTION K        IS THERE EVIDENCE THE PRISONER IS SEEN BY A DOCTOR/NURSE EVERY 7 DAYS? 

• Even if the prisoner answered “Yes”, check this with relevant staff/IOMS. 
• Please include a comment if the doctor is only doing a “walk-through” or visual inspection, rather than a contact 

physical examination. 
• Note the reason/s for a prisoner not receiving a weekly examination (including refusal by the prisoner to co-

operate) 

Dates of examinations/comments: 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

Yes  No 
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SECTION L      HAVE YOU MET WITH THE KEY STAFF ASSOCIATED WITH THE MANAGEMENT OF THE 
PRISONER CONCERNED UNDER THE SAFETY ORDER? 

General Manager/Director                                                                                             

Deputy General Manager/Deputy Director                                                                    

Correctional Manager/Supervisor                                                                                  

Manager Offender Development                                                                                   

Psychologist/Counsellor                                                                                                

Other    _____________________________________________________ 

Yes  No 

     

     

     

     

     

SECTION M       INTERVIEW 

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_____________________________________________________________________________________________ 

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

 

SECTION N       PRIVACY DISCLOSURE 

 
I am required to tell you that some of the information you have given to me in this interview is personal information under the 
Information Privacy Act 2009.  This information has been collected by me so that I can assess and, if required, investigate your 
complaint.  To properly investigate your complaint, some or all of the information may be given to staff of Queensland Corrective 
Services or the Department of Justice and Attorney-General, to which QCS belongs. The information may be given other bodies, such 
as Queensland Health, the Queensland Ombudsman’s Office, the Queensland Police Service or the Crime and Corruption Commission 
if your complaint requires action by one of those bodies.  I have read and/or had explained to me the above privacy statement and 
agree to the use/disclosure of my personal information for the above purposes. 
 
 
……………………………………………………………….……………                 ………………………………… 
(prisoner’s signature)                                                                                                           (date) 

SECTION O        RECOMMENDATION  

Confirmed         Amended          Cancelled  

Reasons for your recommendation: 

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________

_______________________________________________________________________________________________ 
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Worksheet questions 
 
The notes below relate to the numbered sections of the worksheet, and you should read it 
together with these guidelines.  Not all sections have prompts some of the information can 
be answered as a simple yes or no. 
 

Section A – Approval of the Consecutive Safety Order  
 

SECTION A       HAS THE SAFETY ORDER BEEN APPROVED BY AN AUTHORISED DELEGATE? 

Name:      ______________________________________________    Date:        ____________________________ 

Comments:    

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 
 

 
 
(1) A CSO can be made by the General Manager of a correctional centre or others.  

Check that the CSO you have been asked to review has been made by the proper 
person. 

 
Before you interview the prisoner, confirm with the centre that the CSO has not been 
cancelled.  Even if another Order is issued for that prisoner, it is not a CSO if there 
has been a gap between the cancellation and re-issue. 

 
(2) Ensure that the CSO states the reason for which it was made.  There are three 

circumstances in which a SO or CSO can be made, set out in s.53(1).   
 
(3) What evidence did the delegate have, when approving the CSO, that the Order and 

the conditions in it were necessary for the proper management of the prisoner?  You 
will not find this in the CSO itself and will need to ask when in the centre. 

 
You should also consider whether the reason/s for making the CSO still exist when 
you come to review it.  If they are no longer applicable, consider whether the prisoner 
should still be on a CSO at all and, if you believe they should, whether the conditions 
of it should be varied? 

 
(4) Approval by a doctor/psychologist only applies if the CSO is made under s.53(1)(a) of 

the CSA. 
 
(5) “Powered” and “unpowered” cells in a Detention Unit do not mean that not all cells 

have electricity; a “powered” cell is set up to take a television, while an “unpowered” 
cell can’t.  There are usually fewer cells capable of taking a television. 
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Section B – Requirements of the Consecutive Safety Order  
 

SECTION C       ARE YOU SATISFIED THAT THERE ARE ADEQUATE GROUNDS FOR MAKING THE 
CONSECUTIVE SAFETY ORDER? 

Are you satisfied that there is evidence to support the Delegate’s views?   

Is that evidence still relevant? 

If not, you might consider the Order is no longer necessary and recommend amendment or cancellation. 

Comments: 

_____________________________________________________________________________________________ 

_____________________________________________________________________________________________ 

 

 
 
(1) The conditions of a CSO should be clearly set out in it.  The items that must be 

included are found in s.9 of the CSR.  If a prisoner identifies as Aboriginal or Torres 
Strait Islander, however, an additional set of conditions must be met if a CSO is 
made. 

 
(2) If a prisoner tells you during a review that they are not receiving all privileges they 

believe they are entitled to, consider whether: 
 

• the prisoner has chosen to refuse certain conditions or privileges – for example, has 
refused the offer of exercise time, declined to receive a visit or not wanted to make a 
phone call; 

 

• whether, for example, the prisoner is receiving different food or bedding under the 
CSO because of security concerns: 

 
o a prisoner may only be given finger food if it is considered likely that they could 

use plastic cutlery to self-harm; or  
 

o they may be refused hot drinks if there is a likelihood that they will throw hot 
liquid over staff; or  

 
o instead of ordinary bedding and clothing a ‘suicide’ gown and doona may be 

issued to prevent the prisoner from tearing a piece of fabric to use as a noose. 
 

Ask if the prisoner understands the reasons for the conditions s/he is receiving, and 
consider whether they are still relevant.  You may want to consider recommending 
amendment of the order to better reflect the conditions the prisoner is receiving if they are 
necessary. 
 
If a prisoner does not understand the conditions of an Order, you can explain them to 
them. 
 
(3) If the prisoner is not being offered re-integration opportunities, find out why not and 

whether there are any plans by the centre to do so before the prisoner is removed 
from SO’s altogether, especially if the prisoner has been on Orders for a significant 
period. 
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Bear in mind that some prisoners on CSO’s may be very fearful of their safety (and 
may have genuine reasons for being so) and may become upset if you suggest re-
integration.  If this happens, move on with the review. 

 

Section C – Legislative compliance and procedural fairness 
 

SECTION J        PROCEDURAL FAIRNESS 

• The Chief Executive must give the prisoner notice not more than 14 days before the end of the previous Order 
that another one may be made; and 

• The prisoner is given 7 days to make submissions to the Chief Executive. 

• Has the prisoner been given a copy of the CSO and does s/he understand the conditions of it 
and the reasons for making it? 

• If the prisoner has trouble reading/understanding documents, has someone explained the 
CSO in person? 

• Has the Chief Executive given the prisoner notice not more than 14 days before the end of 
the previous Order that another one may be made? 

Comments: 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

_______________________________________________________________________________ 

Yes  No 

     

     

     

 

 

 
 
(1) Check whether the prisoner has been informed, as s.54 of the CSA requires them to 

be, of the reason for making the CSO, the conditions in it, and how they can put their 
views to the chief executive.  Just giving the prisoner a copy of their Order, or letting 
them read it when it takes effect, may not be enough if the prisoner is not literate, or 
has difficulty understanding information or instructions.  Genuine procedural fairness 
takes account of an individual’s ability to understand what is happening to them and 
why. 

 
(2) Section 57 of the CSA requires all prisoners on SO’s and CSO’s to be examined at 

least every seven days by a doctor or nurse.  This may not happen in all centres at 
the present time, as there may not be sufficient staff.  Please note this in your 
reports. 

 
You should be aware that some doctors and nurses interview but do not physically 
examine prisoners on Orders and may only do so if the prisoner indicates that they 
want to speak to the doctor or nurse.  Some prisoners may refuse the offer to be 
seen by a doctor.  Please also note this in your reports. 

 
A prisoner may not always be sure whether they have seen a doctor regularly.  
Check the relevant log book for the unit in which the prisoner is accommodated to 
confirm whether the doctor has visited. 
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Section D – Review of the Consecutive Safety Order 
 

SECTION M       INTERVIEW 

 

______________________________________________________________________________________________

______________________________________________________________________________________________

______________________________________________________________________________________________ 

 

 
 
(1) You should never leave assertions by a prisoner during a CSO review untested.  

Always speak to staff in the Detention Unit or unit in which the prisoner is 
accommodated after your interview, and mention any matters of concern in your 
meeting with the General Manager or Deputy General Manager before you leave the 
centre.  

 
(2) In your interview with the prisoner, it is possible that they will make a complaint or 

raise an issue that does not fall within the scope of a CSO review.  Make separate 
notes and send this to the OCI as an Official Visitor report or misconduct complaint. 

 
Your interview with the prisoner is the opportunity to explore any matters that aren’t 
covered by the other parts of the review.  You may want to: 

 

• go over something that has already been raised in again, to make sure that you 
understand the prisoner’s concerns; 

 

• ask further questions to satisfy yourself as to whether the prisoner has been 
treated fairly and reasonably.  You may have doubts about this, even if the CSO 
has been properly made and the prisoner is receiving the conditions in it – it 
may be legally and procedurally correct, but may not be the best and most 
effective way of managing the prisoner and his/her situation; 

 

• look at whether the prisoner is better or worse off under the Order – are the 
conditions s/he is subject to having a negative effect on his/her physical or 
mental health, or preventing him/her from undertaking programs that might be 
on benefit? 

 
(3) Remember to tell the prisoner at the end of the review that you have asked him/her 

for personal information so that you could review the Order under the CSA, and that 
you will be giving the information s/he has provided to QCS so that a decision can be 
made about their Order. 

 
If the prisoner has given you additional information, in the form of a complaint, which 
you will be reporting separately, tell the prisoner that you will be providing his/her 
personal information so that the complaint can be investigated by QCS and any 
necessary action can be taken. 

 
Tell the prisoner that his/her personal information may also be given to third parties, 
such as a health provider or the Ombudsman. 
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Section E – Recommendation and reasons 
 

SECTION O        RECOMMENDATION  

Confirmed         Amended          Cancelled  

Reasons for your recommendation: 

______________________________________________________________________________________________

______________________________________________________________________________________________

______________________________________________________________________________________________ 

 
You need never feel obliged to confirm an Order only because the delegate or the centre 
feels that it is necessary for their management of the prisoner to whom it applies.  If you 
have doubts about its appropriateness, and these persist after you have spoken to centre 
staff/management, you should recommend amendment or cancellation and explain your 
reasons in the final section of the report.  The online reporting format can support a 
lengthy and detailed explanation if you feel that one is necessary.  You could also consider 
calling or emailing the State Coordinator with further information about the matter. 
 
The chief executive’s delegate is not obliged to follow an Official Visitor’s recommendation 
but, even if the delegate does not do so, there may be material in your report which the 
OCI will use to question the practices of a centre or the conduct of staff.  If a number of 
reports raise the same issues, in one or more centres, the OCI will investigate those 
issues. 
 
Matters which the Official Visitor should consider when reviewing the order include: 
 

• that the order is justified in accordance with the Act; 
 

• there are copies of the order readily available for the staff at the place in which the 
prisoner is being held; 

 

• the conditions under which the prisoner is being held; 
 

• the appropriateness of the order including the term; and 
 

• what action, if any, is being taken to return the prisoner to the mainstream population. 
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SAFETY ORDER PROCEDURES 

Intensive Management Plans  
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Addit ional 
Considerations 

Prisorner with At­
Risk Presentation 

Additional 
Considerations 

Youthful !Prisoners 

Custodal Operations Prac1ice Diroctive 

• Refer Risk ol Harm to Self section o1 this Practice Oireclive 

If any slaff member becomes a\Nam that the prisoner may be at-,risk ol suicide 
or sell-harm or has co rncem for a prisoner's safety and welfare, lhe Risk of 
Hann to Self section ol this Practice Direclive must be foltowed. 

If a prisorner subject to an IMP is placed under at-risk observa1ions, the 
conditions of the IMP musl be immediately ceased. The Risk Assessment 
Team must consider the IMP in the deveJopment of an Al-Hisk Management 
Plan_ 

Refer AI Risk Management Plan Administrative Form ,63_ 

W hen a prisorner is removed from at-r isk management (su icide/seH harm) 
observations consideration must be given by the At Risk Management Panel in 
relalion to whetrler tile prisoner should be subject to an IMP. 
W here a sfalf member considers that a youthful prisoner may be· vulnerable in 
relalion to a mental llealth condit ion, oognitive impairmentfintellectuaJ disability 
or physical impairmen~ a case· conler·ence must be orgarnised with the· prisorner 
as soon as possible·. The case conference members slnould include: 

• a conectional manager 
• c~nectional supervisor 
• a psychologis1 and I or counsellor 
• a cultural olficer (where appropriate) ;and 
• a disability support officer (where availabfe). 

The case conference must assess the individual risk arnd need of the youthful 
prisor~er and determine if an IMP needs to be developed that irncorporates 
s1ralegies to address tile specif ic needs of the prisoner. 

Where a prisoner wllo has turned 18 requires ongoing case 
marnagementrsupervision slrategies (for example prisorner w ith special needs) 
an IMP should be mairntained until lhe prisoner has been assessed as having 
sufficienuy transitioned tn1o adult plfisoner aooommodation arnd managed as an 
adult prisoner. 
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Additional 
Cornsiderations 

Preventative· 
Detention Orders 

Custodal Operations Practice Directive 

• A detainee must be managed in accordance with an IMP, or il' aooormmodat'ed 
in a maximum security un~ a maximum security uni:t managemenlplan (MSU 
management plan)_ A detarnee whlo is considered at risk of suicide or 
deliberate self harm must be· managed on an at-lis'k management plan. 

Refer Practice Dir,ective - Maximum Security Units and the Risk of Harm to 
Self section of this Practice Directive_ 

The General Manager of the corrective· services facility musl develop either an 
IMP or a MSU mana~ement plan {whichever is applicable), lo remain in force 
tor the dtJration ot the POO. The IMP or MSU mana~ement plan must 
commence on the day of reception of the detainee and must 

·• be no longer than the l'ength of the POO (1 4 days) 
,.. provide for the single cell accommodation ol the detainee (mu.st be 

changed at least twice a week and searched at least daily) 
·• not permit associations between lhe detainee and other detainees or 

prisoners. Verbal conlact wfthl other prisoners or detainees must be 
prevented to amy practical extent 

·• provide for the detainee bein~ searched, includinq a search requirtng 
the removal of clotll in~ (refer - Direction for a Search Requirinq the 
Removal of Clolhing of Prisoners); for example, when the detainee 
enters or leaves his or llerr coell, lo and from escort ancl as part of a :cell 
search 

·• provide for esc{)rt requirements regarding the· delainee; and 
·•· provide tor the d'elainee's: 

o irntemal movement w~hrn the corrective services facility 
o meats 
o property; and 
o access to psychological and coun:sellirng services, health and 

medrcal se:rvices1 interpreters~ offid al visttorsl ombudsman etc. 
and legal praclilioners. 

The plan must also identity and marnaqe any risk to the· security and QOod 
order of the corrective services lacmty where the detainee is accommodated. 

A cow of the detainee's plan must be provid'ed lo the Deputy Commissioner, 
statewide Operations as soon a practicable. 

Refer Maximum Security Units Practice Directive and the Safely Orders and 
Risk of Harm to Self section of this Practice Directive. 
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Custodal Operations Practice Directive 

• The Gerneral Manager of the corrective seiVioes facility mUJst develop an 
initia l II M P, to remain effective until the· completion of a risk assessment 
profile and security classmicatiorn and placement decisions have been 
made. The initial IMP commences on lhe day of reception and mus,t take 
into account prisoner oornditions. 

A copy of the prisoner's initial IMP must be provided to the Deputy 
Commissioner, Stat,ewide Operations or General Manager, Operational 
Sendee Delivery. 

In those instances where cons·ecutive IMP/s .. are reqUJired the plans 
must be clearly deftned, include all available information oi the risks that 
need to be addressed and the reasons for management UJnder the ~MP . 

The initial and subsequent IMPs"' must also identify and manage risk to 
Additional! the security and good order of the oorrective seiVioes facility by 

consideratiorns evaruation of factors including, but not Umited to: 
T errorisl Prisoners 

,. the offences for which the prisoner has been charged or 
convided 

,.. the prisoner's behaviour in relation to the charges or corwiotions 
,. the prisoner's membersh ip of an organisation, or association with 

others, w ith terrorist or criminal connections 
·• any violent behaviour being exhibited 
,.. the prisoner's risk of self hann 
,. the prisoner's risk of hanning others; and 
,.. a health or mental health assessment regarding the prisoner. 

The IMP must be consistent with the requirements of lfle ourrernt. safety 
order, if an order is in plac-e. 

"' If the prisoner is classified as Maximum Security, a maximum security 
manage mernt plan will be used in pi ace of an IMP. 

Request Assessment for a1rn lnte1rnsiv,e Management Plan 
Any staff member that reasonably believes thai a prisoner requires an IMP can request tlilmugh their 
relevant supervisor that the prisoner be assessed by an IMP panel. 

Request for Assessment Reviewed 
The· super.rism will ensure· that a case note· is entered in !OMS detailing 1he Ollltcome of the lrntensive 
Management Plan r~eqlllest. 

Intensive Managemen1: IPiarn Panel 
The· IMP musl be wrttten in a manner thai can lbe easily read and understood by the prisoner and 
include: 

•· purpose o1 the IMP 
•· identified target behaviours 
•· behavioural objectives 
• prisoner goals 
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Custodal Operations Practice Directive 

• • , supervision, case, management and intervention ris:'k mitigaliOil strategies 
• summary of a prisoner's progress, if applicable 
•' r~eview dale!s 
. , parilel members' recommendations 
• where, relevant - any out of cen time restrictions 
. , General Manager of a corr,eclive services facility or nominee's comments and approval; and 
. , prisoner's acknowledgement. 

Refer Intensive Management Plan Administrative Fonn 72. Intensive Management Plans 
Oonsiderations Administrative, Fonn 15. 

The IMP panel should be representative of all slafl relevant lo the supervisiorn, case marnagement and 
intervention of the prisoner. Tihe Gerneral Manager ol the corrective services facility or nominee will 
det,ermine, the representatives to be in attendance, which may irnclude: 

. , C{)rrectiornal manager 
• correctional supervisor 
. , psychologisl ; and 
. , cultural Daison officer (if applicable). 

Where appropriate, a prisoner may be provided an opportunity to participate in the development of the 
IMP for the purpose of developing the prisoner's goals. 

Where relevant health and medical inlormalion need's to be obtained from Queensland Health, refer­
Offender Health Services, Forms, Consent Re'lease Information to OCS. 

If prisoner consent is provided and relevant information exists1 a Oueernsland Health representative 
including Prison Mental Health Services, if applfcable1 should be invited to participate in the 
development and implementation of the IMP_ 

Addition all 
Consideration 
Prisor1er with 

Specific Needs 

If speciff.c needs have been identitied such as cultmal or language barriers, 
cognitive impairments or intellectual disability, or lOIN literacy lev,els that may 
impact on the prisoner's ability to contribute to the development of prisoner 
goals, or understanding of the purpose and corntent ol lhle, IMP, an a,ppropriate 
irntemalfextemal service provider/s should be engaged. 

For exampfe, if the prisoner has beern identified as having a language barrier it 
would be appropriate, for an irnterpreter to be involved ·n the development of 
prisoner goals and implementation of an IMP. 

Other relevant services providers may tnclude an appointed adult guardian. 
cultural liaison officer, chaplains or a transitional service provider such as 
IBrfdging the Gap or Drsabilrty SUpport Services_ 

The identification of any specific needs and engagemenl of arny service 
providers must be clearly recorded irn the relevant sectiorns of the IMP 
irncludingl, specialised interventions andfor external agency services. 

A senternce management officer must also ensure that any identified specific 
needs are considered in the prisoner's current Offender Rehalbililation Plan. 

Approve lntensrrve Management Pflan 
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Custodal Operations Practice Diroctive 

• IMPs must be approv,ed by the Generai iManager of the corrective services facility or nominee prior to 
im plementalion. 

Prisoner Interview 
Prior to implementing the approved IMP, ttle prisoner must be interviewed by a oarrectionaJ supervisor. 

During ttle interview, the purpose and oont,ent of the IMP must be explained lo ttle prisoner and the 
prisoner must sign the IMP acknowledging that they understand lhe purpose and content of the IMP. 
Where a prisoner refuses to sign the IMP, the date, and time that the intervie'IN with the prisoner was 
convened must be record'ed an the IMP. A ro~ ol the IMP must be given to the prisoner. 

A case note must ·then be completed to record that the prisoner has been provided with an opportunity 
to acknowledge ttle purpose and c-Ontent ollhe IMP, whelher lhe prisoner signed or refused to sign the 
IMP, and ttlat a copy of the IMP has been giv,en to the prisoner. 

Implement Intensive Management P1llan 
The correctional supervisor andfor psychologist must also briel staff responsible for the supervision, 
case management and intervention in relation Ia the contents and purpose of the, IMP. 

An IMP does not replace the need for a sentenced prisoner to undergo assessment and planning and 
any Offender RehabDitation Plan recommendations should be considered in the development of the 
IMP. Re1er Practice Directives- Admission and Induction, Preliminary Assessment and Planning and 
Revievr. 

The IMP must be electronically saved attached to IOMS - Offender Attachments as 
Intensive Management Pl'an ID.dd.mm.yy andfor placed on the, Offender File. 

Additional 
Cornsiderations 

Transfer 

Refer Movements and Translers Practice Directive. 

If a prisoner subject to an IMP is reoommended for transfer to anottler facility 
the Gerneral Manager of a corrective services facility or nominee of the sending 
facility must provide·, with the request for lransler, d.etailed information to the 
General Manager of the r~eceivingJ corrective services facility. 

If the transfer ts approved~ the receiving ·corrective services facility must 
oo111Vene an IMP panel prior to a prisoner's reception and determine if any 
changes to lhe IMP are required. 

Review l n1ensiv'e Mana.gemen1 Plan 
An IMP must be reviewed by an IMP panel. For prisoners rernfegrating from a maximum security unit, 
re~fer !Maximum Security Practice Directive. 

If an IMP is required 1in excess of six: (6} months an Event Based Review (EBR) must be condl1cte~. 

The EBR must consider ctassffication, placement and planning for the prisoner. 

The prisoner must be provided an opportunity to parttcipate in the review process, where, appropriate, 
and to acknowledge 1he purpose and oorntents of the reviewed IMP prior to implementation. 

The relevarnt supervtsor must also provide a summary of the, information as it relates to the, prisoner's 
progress in relation to the behavioural objectives and response to the supeJVision and case 
management strategies, andfor intervention strategies during the review period. 
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Custodial Operations Practice Directive 

• A summary of the reviewed information ml.lst be provided in the IMP section, sl.lmmary of a prisoner's 
progress. 

Approve Review 
lhe reviewed IMP ml.lst be approved by the· General Manager of a oorrectrle seJVic-es facility or 
nominee prior to implementation. 

lhe reviewed IMP musl be placed on the Offender File and efec1ronically saved 
attached to I OMS - Offender Attadhmenls as Intensive Management Plan ID.dd.mm.yy 

Additional The committee must review the prisoner's subsequent IMP (or 
Consicferat1ions max[mum security ma11agement plarn if applicable) at intewvals of no 

Terrorist Prisorners more than six months. 

The rev iew must also consider whether the continued management of 
the prisorner under the IMP and is consistent with the· prisoner's 
classification and olacement. 

An IMP must be· reviewed at intervals not exceeding three (3) months but may 
be reviewed earlier if otherwi.se detennined the IMP 
C-orrectional Officers are responsible for providing appropriate referrals to 
supervisors for prisoners identified with a need for an IMP. 

Correctional Supervisors ar•e responsible· for assess in~ the· referrals lor IMPs 
and lorwarding to the IMP panel. They are also responsible for the 
implementation of theo IMP and communication to the offernder. 

The IMP panel is responsible l'or ident1ili{irn~ and developin~ the IMP conditions 
and the 

reviews. 
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Custodial Operations Praclioo Directive 

Detention Unrts 

Accommodation in a Detention Uni t 
A detention unit provides tor the accommodation ol a prisoner who has been lound to have committed 
a br,each of disc.pline and has bee11 ordered lo u111dergo a period of separate confinement 

A prisoner under~oin~ separate confinement musl be given the opportunity to exercise, in tile fresh air, 
for at least two daylight hours a day, refer - GSA, s5(dl). 

When a prisoner is accommodated il'll a detentioll unit, for the purposes of a Safety Order all staff musl 
be cognisant of the· at-:risk indicators that may presenl as a consequence and take immediate· actton as 
required in acc{)rdance with the Risk of self Harm section ol this Practice Directive where there are 
grounds for the raising of a Notifiication of Co11oem. 

In circumstances wtlere a prisoner has been identified as being at-:risk of self harm or suicille the door 
between lhe ~cell and the exercise yard ol the detention unit is not to remain ope11 unless the prisoner i:s 
under constant observation. 

Where a prisoner is aoc{)mmodated in a Detention Unit and has nol been identi1ied as being at-risk ol 
self harm or suicide and does 111ot present wilh at-r:isk i111dicators then any decision in respect to the 
prisoner's access to the exercise yard will be made in accordance with the ordinary day to day 
operation o1 the U111it. 

A prisoner must not be accommodated in a non~-powered cell unless: 
• no other appropriate accommodaliol'll is avaflable 
• the placement is necessary to mitigaie risk to the prisoner or others; ,or 
• the plaoemenl is necessary giv,en the nature ol an order (or particu'lar requirement of an 

order) that the prisoner may be· subject to. 

Should a prisoner be aooommodated in a non-powered cell, the assessment and decision making ol 
the placement is to be clearly documented in tOMS or within the relevant order and must be, reviewed 
in li11e wilh requirements of the order. 

Should a prisoner be placed in a non-powered cell, staff are to ensure that the prisoner's pnivileges are 
not affeoted {as far as practicable) unless specificaUy identi1ied and approved within the relevant order. 

Prisoner Access to Recrreatio1nall Oli ~General Equipmen1t 
AU r~ecreational or general equipment available to prisoners in a detention unit must be approved by the 
Deputy Commissioner, Statewide Operations prior to prisoner issue. HeCer Approved Recr,eational ana 
General Equipment Available to Prisoners in a Detention Unit. Appendix 21 for current approved items. 

Recrea1ional or general ,equipment in a detention unit available to a prisoner must be inventoried and 
checked daily to ensure in1egrity of the item. 

A detention unit inventory report must be provided lo the Gerneral Manager of the corrective services 
facility on a quarterty basis. 

Prisoner access to 1items in a dete111tion unit such as brooms, mops elc, should be on a risk assessed 
basis and not stored or left unattended in exercise yards where ttley may be used as weapons. For 
security reasons, all recreational or general equipment that i:s. issued to a prisoner which is not a tixture, 
must be removed l rom access and secured on completion of the purpose for which it was issued. 
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Custodial OpGrations PractiC9 DirGctivG 

Duties of Officers in a Detention Unit 
Officers carrying out duties in a d'etentiorn unit must ensure that the, following is undertaken and 
recorded in the t!mit Log Book: 

,. a prisoner under~o~ separate oonfinemernt is given the opportunity to exercise, irn the 
·fresh air, for at least two day'liQht hours a day, refer - CSAs 5 

,. r~ular unit patrolS are conducted durirng the shift 
,. signiticant behavioural observations or change to tfte prisoners status fs recorded and 

reported to the relevant supervisor 
,. the prisoner's cell is searched !before and after the completion of tile prisoner's 

placoemenl irn a detention unit 
,. each cell and all securil!( fittings are, searched at leasl onoe a day 
,. bars and mesh lilted to all cells, windows and exercise yards and otlner common areas 

are examrned and tapped or checked durin~ unlock. and lock fRfay 
,. a prisoner leaving or entering a detention unit is searched irn accordance with CSA ss 

33-.LtO 
,. a search requiring the removal of clothinq must be conducted in accordance, with lhe 

Direction for a Search of Prisoners Requiri~ the Removal of Clothing of Prisorners and 
- CSA ss36 - 39 

,. all items, includin~ meals, ar'e searched be1ore entry inlo a detention unit; and 
,. pnisoners provid irn~ goods and sewices must nol be granted aooess to the unil and must 

be close~ monitored at all times. This does not incl'ude a prisoner who may be approved 
by the General Manager of lhe corrective servi'ces facmty or nominee lo clean the 
detention unit 

l og Book Requirements - Application of R~esttraints 
A Log Book must be maintained for all Detention Units. 

To prevent a prisoner from harming tlilemsewes or others restraints may need to be applied lhat result 
in the prisoner having signrricantty restrict'ed mov~ement (e.g. tying prone on the floor and unable, to 
stand). 111 the event that this occurs, in addition to the log book. requirements specified the Faarity 
Security Practice Directive, staff rostered to deterntion unils must record: 

,. the time lhe restraints were applied and whernlhey are removed 
,. the times apparent good heatlh checks of lhe prisoner were condl.lcted; and 
• the attendance of offender health seiVice stalf. 

This sect ion does not apply lo prisoners who hav~e res1raints a;ppHed in accordance with Movements 
arnd Transf,ers Practice Directive Escort staffing, Weapons and Restraint Matrix Appendix: 3 for exlernal 
escorts. 

Refer to Salety and Security Equipment Practice Direcliv'e Restraints SChed'ur.e Appendix 1 and training 
manual Control and Restraint Student Manual. 

Records 
A file must be eslablished fm a prisoner ~aced in a detention unit The me, m1.1st include: 

,. the prisorne(s personal ctetails 
,. lhe date the prisoner was placed in the unit 
,. the reason lhe prisoner was plaoed in the unil 
,, a oopy of anr; authorisation placing the prisoner in the unit 
,. indication of anr; review dale m statutory assessments; and 
,. dally entries of the prisoner's behaviour. 
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Custodial Opgrations Practioo Directive 

• A supervisor must check the file of eactl prisoner placed in the detention unil once during! his/her shift 
or as required under any obsewation r~ime. This check should as.&ess information recorded on the file 
and whether further action needs to be takern for individual cases. This chedk must be placed in the unit 
log and recorded on lhe prisoner's file. 

The contents of the file must be scanrned and placed irn tOMS arndfor transferred to lhe prisonef"s 
Offender Rle when the period of det,ention is oorn,pleted. 

A supervjso:r must ensure that any officer ~entering lhe urnit is awam of hisfher responsibility for entering 
detafls in case mes and tile unit I~ book as required. It is to include all elements ouUined in the Facirity 
Security Practice Directive and: 

• periods of open air ~exercise for prisoners undergoing separate conrinement~ refer 
Correc-tive Services Regulations 2006 (CSR), ss5 (d) 

• tile limes apparent good he~alth checks are conducted on those prisoners who have 
restrairnts applied for purpose of prevenlirng lhern from harming themsefves or otllers; 
and 

• attendance of Offernder Health Sewices staff. 

Refer appendix - Gate Books1 L~1 books and Reqisters Requirements and requirements tor Offender 
Rle Management 

Damy Routine 
The General Manager of a corrective seJVioes facility must document the daily routine and privileges for 
prisoners detained irn the detention unit, refer Example DaiJy Routine Detention Unit - Separate 
Confinement Appendix 22; standard Behaviour Hequirements Separale Confinemenl Appendix 23, 
Example Daill( Routine Detention Unit - Safety Order Appendix 24, Detention Unit Prisoner 
Accommodation Conditions - Separate Confinement Administrative Form 76, Detention Unil Pnisorner 
Accommodation Conditions Administrativ~e Form 77 and Detention Unit Prisoner Accommodation 
Conditions - Safely Order Administrative Form 78. 

Authorised Acoess 
Only those persons auttlorised bv the General Manager of a corrective services facility may access a 
detention unit. 

Specialist Staff 
The General Manager of a correc-tive services facility must determine and provide for the r<equired level 
of intervention by specia~s1 staff and tlleir access to the unit. 

Minimum Requirements 
The General Mana_qer of a corrective services laciJity must specify the minimum requirements for staff 
accessin~ a cell and escort arranqements, which take into aooounl the reasons for detention or safety 
order. 

Priviileges 
The General Manager of a c~rrective services facility must provide lor a prisonef"s needs in accordance 
with the reason for his/her confirnement in a detenlion unit. Subjecl to the safe1y and security of a 
oorr,ective services faciiTty, ~consideration must be given for aooess to: 

• propertv (items in oelij 
• use of plaslic plates and cutlery 
• telephone calfs, mail1 visits 
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Custodial Opgrations PractiC9 Directive 

• exercise; and 
• programs, activities, and services. 

For Jurther details regardlnq a pnisoner undergoirn~ separate conlinement refer - CSR s5; Detention Unit 
- Authorised Property - Separate Conftnement and At-Risk Observations Appendix: 25 and Detenliion 
Urnit Authorised Property -Safety Order Apperndix 26. 

Search 
Refer Direction for a Search Hequiring the !Removal of Clothing of Prisoners. 

Medical 
For self harmfsuicide concems refer to lhe Risk of Harm to Self section of tn is Practice Directive. 

A prisoner detained in the detention unit under lhi:S Practice Direcliv,e musl be examined by a doctor in 
compUarnce with CSA s121 (separate confinement). 

Officers must immediately refer any medical needs of a detention unH prisoner to the, Queensland 
Health Nurse Unit Manager ancVor register,ed nurse. 

The, Gerneral Manager of a corr,ective services facility or nominee, ill consultation with lhe Nurse Unit 
Manager, where applicable, may determine more frequent services in accordance with a prisoner's 
medical needs or the, operational needs o1lhe corrective services facility. A record ol Ulat consultation 
must be ptaced in the unit log alld recorded on lhe prisoner's file as lfsted ill Duties of Officers Ganying 
OUI Duties irn a Detentiorn Unit section of this Praclice Direclive. 

If a prisoner requires medical treatment that cannot be prcwided in the detention unit, the prisoner must 
be r~emoved to the, Queensland Hearth oentre located wilhin the corrective services facility with 1he 
approval ol tile General Manager of a corrective services facility. 

Electronic Visual and Audio, 11ecordings 

The, General Manager of the oonective servioes facflity must provide for lhe use arnd slmage of 
electronic visualfaudjo recordings used in a detention urut and account for all rec-ordioqs ill a regist,er (or 
Where appl1cable recorded om a digital system) containing the fonowingl irnformation: 

• lime, day and date of changing of recordings 
• identification marking of recordirn~ trnserted 
• rerordin~ dates and times 
• mtatiorn and storage, of all electronic visuaf audio recordirn!lS; arnd 
• name, and sigrnature of the unit or accommodation or supervisinq officer who chanqed 

lhe recordirngs. 

Any electronjc visual and audio recording registers and log books must be archived under the 
condltiorns specified in the Libraries Act 1988 and the- Retention arnd Disposal Scl'ledufe. 

Electronic visual and audio lr,ecordings which depict the commission ol an offernce irn a detention urnit, 
must be treated as evidernce and removed from circulationj secur'ed and signed for lby the General 
Manager ot the, corr,eclive services facility. 

Refer lrncident Management Practic.e Directive. 
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Custodial ~rations Practice Drrec . 

Code ,o,f Conduct 
The, General Manager of a corrective services facility must ensure that aD persornnel operatin~ closed 
cirol.lit television monitoring and recording devices are instructed on and acknooledge, the in1ent of the 
Agency's Cooe of Conduct and U5'e of Information and Communication Technoloqy Facilities and 
Devices Proced'um. 

Timeframe 

Responsrole Officer 

On-,going 
Corrective Services Officers (wilh a detention llnit assiqnment) ar'e respons[ble 
for ensuring prisoners in a detention unit are managed in accordance with the 
unH revisions. 
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Safety Orders 
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INSTRUMENT OF DELEGATION OF CHIEF EXECUTIVE 
POWERS 

Column 1 
CSA Sections and 

Headings 

Column 2 
Delegates 

Column 3 
Limits and 
Conditions 

53 Safety Order Commissioner  

53(1) and (4) Safety Order Deputy Commissioner  
General Manager, Operational Service Delivery 
General Manager of a corrective services facility 
Regional Manager, Probation and Parole 
Director, Operations – Probation and Parole 
Deputy General Manager of a corrective services 
facility 
Executive Director, Specialist Operations 
General Manager, Sentence Management Services 
Regional Manager, Sentence Management 
State-wide Manager, Serious Offenders Unit 
State-wide Manager, Sentence Administration 
State-wide Manager, Operations 

 

Correctional supervisor Only when there are no 
other delegates 
available and only after 
consultation with 
General Manager, 
Deputy General 
Manager or Duty 
Manager 

54 Consecutive Safety 
Order 

Commissioner  

54(1) Consecutive Safety 
Order 

Deputy Commissioner 
General Manager, Operational Service Delivery 
General Manager of a corrective services facility 
Executive Director, Specialist Operations 
General Manager, Sentence Management Services 
Director High Risk Offender Management Unit 
Director Offender Rehabilitation and Management 
Services 
Regional Manager, Sentence Management 
State-wide Manager, Serious Offenders Unit 
State-wide Manager, Sentence Administration 
State-wide Manager, Operations 

 

55 Review of Safety 
Order—doctor or 
psychologist 

Commissioner 
Deputy Commissioner 
General Manager, Operational Service Delivery 
General Manager of a corrective services facility 
Regional Manager, Probation and Parole 
Director, Operations – Probation and Parole 
Deputy General Manager of a corrective services 
facility 
Executive Director, Specialist Operations 
General Manager, Sentence Management Services 
 

 

56(8) Review of Safety 
Order – Official Visitor 

Commissioner 
Deputy Commissioner 
General Manager, Operational Service Delivery 
General Manager of a corrective services facility 
Executive Director, Specialist Operations 
General Manager, Sentence Management Services 
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Director High Risk Offender Management Unit 
Director Offender Rehabilitation and Management 
Services 
Regional Manager, Sentence Management 
State-wide Manager, Serious Offenders Unit 
State-wide Manager, Sentence Administration 
State-wide Manager, Operations 

58(1), (3) and (6) 
Temporary Safety Order 

Commissioner 
Deputy Commissioner 
General Manager, Operational Service Delivery 
General Manager of a corrective services facility 
Regional Manager, Probation and Parole 
Director, Operations – Probation and Parole 
Deputy General Manager of a corrective services 
facility 
Duty Manager in a corrective services facility 
Executive Director, Specialist Operations 
General Manager, Sentence Management Services 
Regional Manager, Sentence Management 
State-wide Manager, Serious Offenders Unit 
State-wide Manager, Sentence Administration 
State-wide Manager, Operations 

 

Correctional supervisor Only when there are no 
other delegates 
available and only after 
consultation with 
General Manager, 
Deputy General 
Manager or Duty 
Manager 

60 Maximum Security 
Order 
61 Consecutive Maximum 
Security Orders 
62 Other matters about 
Maximum Security Order 
and 
63 Review of Maximum 
Security Order 

Commissioner  

60(1) Maximum Security 
Order 
61(1) and (3) consecutive 
Maximum Security Orders 

Deputy Commissioner  
Executive Director, Specialist Operations 

 

62(1) and (3) Other matters 
about Maximum Security 
Order 

Deputy Commissioner  
Executive Director, Specialist Operations 

 

63(9) and (10) Review of 
Maximum Security Order 

Deputy Commissioner  
Executive Director, Specialist Operations 

 

70(2) Removal of prisoner 
for law enforcement 
purposes 

Commissioner 
Deputy Commissioner  

 

General Manager of a corrective services facility 
General Manager, Operational Service Delivery 
Regional Manager, Probation and Parole 
Director, Operations – Probation and Parole 
Executive Director, Specialist Operations 
General Manager, Escort and Security Branch 

If the prisoner is 
classified maximum 
security then the 
Deputy Commissioner 
must be notified prior to 
the departure of the 
escort. The 
Commissioner must be 
notified by the Deputy 
Commissioner. If the 
prisoner is flagged as 
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an ‘Enhanced Security 
Offender’ (ESO), the 
Executive Director, 
Specialist Operations 
must be notified prior to 
approval and departure 
of the escort. 

Detective Inspector, Corrective Services Investigation 
Unit 
Director, Intelligence and Investigation Branch 

The General Manager 
of a corrective services 
facility where the 
prisoner is detained 
must be notified prior to 
the departure of the 
escort If the prisoner is 
classified as maximum 
security then the 
Deputy Commissioner 
must be notifies prior to 
the departure of the 
escort. The 
Commissioner must be 
notified by the Deputy 
Commissioner. If the 
prisoner is flagged as 
an ‘Enhanced Security 
Offender’ (ESO), the 
Executive Director, 
Specialist Operations 
must be notified prior to 
approval and departure 
of the escort. 

Manager, Helena Jones Centre The General Manager 
or Deputy General 
Manager, Brisbane 
Women’s Correctional 
Centre must be notified. 

 

MAXIMUM SECURITY ORDERSM SECURITY ORDERS (SECT0) 

Maximum Security Order 
 
(1) The chief executive may make an order (the Maximum Security Order) that a 

prisoner be accommodated in a Maximum Security Unit. 
 

(2) The Maximum Security Order may be made only if— 
 

(a) the prisoner’s security classification is maximum; and 
 

(b) the chief executive reasonably believes that one or more of the following 
apply— 

 
(i) there is a high risk of the prisoner escaping, or attempting to escape; 

 
(ii) there is a high risk of the prisoner killing or seriously injuring other 

prisoners or other persons with whom the prisoner may come into contact; 
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(iii) generally, the prisoner is a substantial threat to the security or good order 
of the corrective services facility. 

 
(3) The Maximum Security Order must not be for a period longer than 6 months. 

Consecutive Maximum Security Orders 
 
(1) The chief executive may make a further Maximum Security Order for a prisoner to 

take effect at the end of an existing Maximum Security Order. 
 

(2) The further Maximum Security Order must be made not more than 14 days before 
the end of the existing Maximum Security Order. 
 

(3) However, the chief executive must not make the further Maximum Security Order 
unless— 

 
(a) not more than 28 days before the end of the existing Maximum Security Order, 

the chief executive gives written notice to the prisoner advising the prisoner 
that— 

 
(i) the chief executive is about to consider whether a further Maximum 

Security Order should be made; and 
 

(ii) the prisoner may, within 14 days after receiving the written notice, make 
submissions to the chief executive about anything relevant to the decision 
about making the further Maximum Security Order; and 

 
(b) the chief executive considers any submission the prisoner makes under 

paragraph (a)(ii). 
 

Other matters about Maximum Security Order 
 
(1) A Maximum Security Order for a prisoner must include, if it is practicable, directions 

about the extent to which— 
 

(a) the prisoner is to be separated from other prisoners accommodated in the 
Maximum Security Unit; and  
 

(b) the prisoner is to receive privileges. 
 

(2) The privileges the prisoner may receive while subject to the Maximum Security Order 
must be limited to privileges— 

 
(c) that can be enjoyed within the Maximum Security Unit; and 

 
(d) the enjoyment of which, in the circumstances of the order, may reasonably be 

expected not to pose a risk to the security or good order of the corrective 
services facility. 
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(3) The Maximum Security Order may include directions about the prisoner’s access, 
within the Maximum Security Unit, to programs and services, including training and 
counselling. 
 

(4) The chief executive may provide for the prisoner’s reintegration into the mainstream 
prisoner population of the corrective services facility before the period of the 
Maximum Security Order ends. 

Review of Maximum Security Order 
 
(1) A prisoner subject to a Maximum Security Order may apply in writing to the chief 

executive for referral of the order to an Official Visitor for review. 
(2) However— 

 
(a) if the period of the Maximum Security Order is three months or less, the 

prisoner cannot ask for the order to be referred more than once; or 
 

(b) if the period of the Maximum Security Order is more than three months, the 
prisoner cannot ask for the order to be referred more than twice in any six 
month period. 

 
(3) After receiving an application under subsection (1), the chief executive must refer the 

Maximum Security Order to an Official Visitor. 
 

(4) The Official Visitor must review the Maximum Security Order. 
 

(5) In addition to the prisoner’s entitlement under subsection (2), the prisoner may also 
ask for the Maximum Security Order to be referred to an Official Visitor if the chief 
executive amends the Order, other than under subsection (9). 
 

(6) The Official Visitor, on the Official Visitor’s own initiative, must review the Maximum 
Security Order if— 

 
(a) the period of the order is more than three months; and 

 
(b) the order has not been reviewed— 

 
(i) at the prisoner’s request; or 

 
(ii) within the previous three months. 

 
(7) When reviewing the Maximum Security Order, the Official Visitor may exercise the 

powers mentioned in section 291. 
 

(8) After completing the review, the Official Visitor must recommend to the chief 
executive whether the Maximum Security Order should be confirmed, amended or 
cancelled. 
 

(9) The chief executive must consider the recommendation and confirm, amend or 
cancel the Maximum Security Order. 
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(10) To remove any doubt, it is declared that the chief executive is not bound by the 
Official Visitor’s recommendation. 
 

(11) For this section, two or more Maximum Security Orders running consecutively are 
taken to be one Maximum Security Order. 

  

OFFICIAL VISITOR MANUAL 94 

 

 
 

CCC EXHIBIT



 

Review of Maximum Security Order 

 

PRISONER’S NAME   IOMS NUMBER  

MSO 
COMMENCEMENT 

 
DATE OF 
REVIEW 

 

MSO EXPIRY  

LOCATION BRISBANE CORRECTIONAL CENTRE / WOODFORD CORRECTIONAL CENTRE 

SECTION A       INTRODUCTION 

SECTION B       EXPLAIN THE ROLE AND FUNCTION OF AN OFFICIAL VISITOR 

1. A prisoner subject to a maximum security order may apply in writing to the chief executive for referral of the 
order to an official visitor for review. 

2. However- 
a) If the period of the maximum security order is 3 months or less, the prisoner cannot ask for the order to be 

referred more than once; or 
b) If the period of the maximum security order is more than 3 months, the prisoner cannot ask for the order to 

be referred more than twice in any 6 month period. 
3. After receiving an application under subsection 91), the chief executive must refer the maximum security order 

to an official visitor. 
4. The official visitor must review the maximum security order. 
5. In addition to the prisoner’s entitlement under subsection 92), the prisoner may also ask for the maximum 

security order to be referred to an official visitor if the chief executive amends the order, other than under 
subsection (9). 

6. The official visitor, on the official visitor’s own initiative, must review the maximum security order if- 
a) The period of the order is more than 3 months; and 
b) The order has not been reviewed – 

(i) At the prisoner’s request; or 
(ii) Within the previous 3 months. 

7. When reviewing the maximum security order, the official visitor may exercise the powers mentions in section 
291. 

8. After completing the review, the official visitor must recommend to the chief executive whether the maximum 
security order should be confirmed, amended or cancelled. 

9. The chief executive must consider the recommendation and confirm, amend or cancel the maximum security 
order. 

10. To remove any doubt, it is declared that the chief executive is not bound by the official visitor’s recommendation. 
11. For this section, 2 or more maximum security orders running consecutively are taken to be 1 maximum security 

order. 

SECTION C   HAVE YOU MET WITH THE CHIEF EXECUTIVE OR DELEGATE 
AND DISCUSSED THE INFORMATION / DETAILS INFORMING 
THE APPROVAL OF THE MAXIMUM SECURITY ORDER?  

Yes 
 No 

Comments: 

_____________________________________________________________________________________ 

 SECTION D      CONDITIONS 

       there is a high risk of the prisoner escaping or attempting to escape; or 
     there is a high risk of the prisoner killing of seriously injuring other prisoners or other persons with whom the 

prisoner may come into contact; or 
       generally, the prisoner is a substantial threat to the security or good order of the corrective services facility. 

SECTION E   ARE YOU SATISFIED THAT THE PRISONE MEETS THE 
CONDITIONS FOR THE MAKING OF A MAXIMUM SECURITY 
ORDER?  

Yes 
 No 

_____________________________________________________________________________________ 

SECTION F   OTHER MATTERS ABOUT MAXIMUM SECURITY ORDERS: 
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• A Maximum Security Order for a prisoner must include, to the extent that is practicable, directions regarding the 
extent to which: 
o the prisoner is to be separated from other prisoners accommodated in the maximum security unit; and 
o the prisoner is to receive privileges. 

• Privileges received whilst subject to a maximum security order must be limited to those that can be provided within 
the maximum security unit, the enjoyment which, in the circumstances of the order, may reasonably be expected 
not to pose a risk to the security or good order of the corrective services facility. 

• A maximum security order may include directions regarding the prisoner’s access, within the maximum security 
unit, to programs and services, including training and counselling. 

• The Chief Executive may provide for the prisoner’s reintegration into the mainstream prisoner population of the 
corrective services facility before the period of the maximum security order ends. 

SECTION G    ARE YOU SATISFIED WITH THE CONDITIONS OF THE 
MAXIMUM SECURITY ORDER? 

Yes 
 No 

Comments: 
_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

SECTION H    MAXIMUM SECURITY CLASSIFICATION: 

Has the prisoner been diagnosed as having a psychiatric disorder? Yes 
 No 

Has the prisoner been assessed as having an intellectual disability? Yes 
 No 

Comments: 
_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

SECTION I    COMMUNICATION WITH MAXIMUM SECURITY UNIT STAFF? 

Have you met with the key staff associated with the management of the 
prisoner concerned under the Maximum Security Order? 

Yes 
 No 

Comments: 
_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

SECTION J    ADDITIONAL COMMENTS / INTERVIEW WITH PRISONER 

_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

SECTION K    RECOMMENDATION: 

Reasons:          Confirm          Amend          Cancel 
_______________________________________________________________________________________________

_______________________________________________________________________________________________ 

 

OFFICIAL VISITOR MANUAL 96 

 

 
 

CCC EXHIBIT



 

MAXIMUM SECURITY AWARENESS 

Prisoners’ who are accommodated in a Maximum Security Unit (MSU) are at the time 
deemed to be a risk to the safety and well-being of other prisoners or staff if 
accommodated within the general prison population. As such, the propensity 
for inappropriate and or violent behaviour is significantly greater and therefore safety 
awareness and practice in an MSU environment is paramount. 
 
When visiting a prisoner in the MSU it is utmost that the safety advice received at your 
MSU induction is observed and followed.  Always let the MSU Supervisor know 
beforehand if there is the potential for an adverse reaction in an interview with a prisoner, 
for example previous response to interviews, bad news and or findings against a prisoner 
etc.   On receipt of this information, MSU staff will not only have a heightened awareness 
of potential issues but can prepare or implement further safety precautions as deemed 
necessary.  
 
Always ensure there is a physical barrier between yourself and a MSU prisoner and never 
place yourself in front of the safety line indicated on the floor. Never compromise your safe 
distance under any circumstances.  Part of the role of correctional staff is to keep you safe 
however it is equally important that you maintain personal safety awareness in relation to 
the environment that you are in. If you have any safety concerns at any time please report 
this to correctional staff prior to interview with a prisoner so that extra precautionary 
measures can be considered to ensure your safety.  

ALLEGATIONS OF CRIMINAL MISCONDUCT 

The Official Visitor has no authority to become involved in either the determination of 
disciplinary charges within the centre, or criminal investigations being conducted at their 
centre of appointment. 
 
In the event an Official Visitor receives information concerning criminal conduct, official 
misconduct or misconduct, the Official Visitor should immediately advise the General 
Manager of the centre, who has responsibility for dealing with such matters. 
 
Should the information concern the General Manager, then it should be referred to the 
Chief Inspector. While it is not the function of the Chief Inspector to investigate the matter, 
the Chief Inspector will ensure that it is referred to the appropriate investigative body. 
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Misconduct Referral Process 

 

The following process is undertaken after speaking with an Official Visitor about a 
complaint regarding alleged misconduct; 
 

• The Official Visitor does not investigate; conduct interviews or view CCTV footage. 

• The Official Visitor writes the referral with the information provided during the 
interview. 

• The Official Visitor forwards the referral to the Official Visitors Scheme within 48 
hours.  

• The referral is forwarded for review to the; 
 

o Ethical Standards Unit  
o Corrective Services Investigation Unit 
o General Manager, Statewide Operations 

 

• The referral is forwarded for information to the; 
 

o Chief Inspector 
o General Manager of the relevant facility 

 

• The General Manager will receive a copy of the referral unless the allegations 
concern the General Manager in question or other situations where an Official 
Visitor has reasonable concerns after consultation with the Office of the Chief 
Inspector. 

 

• The Official Visitor does not have the power to investigate the matter in accordance 
with the Corrective Services Act 2006. 

 

• You will not receive any correspondence or outcome from the Office of the Chief 
Inspector or the Official Visitor. 

 

• You may be contacted by Ethical Standards Unit and or Corrective Services 
Investigation Unit in relation to the referral. 
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Misconduct Complaint – ESU Referral 
 

PRISONER’S NAME  

LOCATION  

IOMS NUMBER  
DATE OF 
INTERVIEW 

 

SECTION A     INTRODUCTION 

 
SECTION B    EXPLAIN ROLE AND FUNCTION OF AN OFFICIAL VISITOR 
 

An Official Visitor must not investigate a complaint if – 

c) It can be more appropriately  dealt with by another person or agency; or 

d) The Official Visitor reasonably suspects the complaint involves or may involve corrupt conduct, unless the Chief Executive has advised the 

Official Visitor that – 

i) The complaint has been referred to the Crime and Corruption Commission; and 

ii) The Crime and Corruption Commission’s chairperson has advised the Chief Executive that the commission does not intend to investigate 

the complaint. 

SECTION C    WHAT IS THE NATURE OF YOUR COMPLAINT? 

Date: 

Time: 

Location: 

Staff Member and Position: 
 

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________ 

SECTION D      HAS THE MATTER BEEN REPORTED TO ANY OTHER PERSON IN QCS, OR TO ANOTHER DEPARTMENT 

OR AGENCY? 

_________________________________________________________________________________________________________

_________________________________________________________________________________________________________ 

SECTION E     SUPPORTING EVIDENCE 

 

Witnesses:______________________________________________________________________________________________ 

Documents:_____________________________________________________________________________________________ 

Camera/Audio:___________________________________________________________________________________________  

PRIVACY STATEMENT  

I am required to tell you that some of the information you have given to me in this interview is personal information under the Information Privacy Act 
2009.  This information has been collected by me so that I can assess and, if required, investigate your complaint.  To properly investigate your 
complaint, some or all of the information may be given to staff of Queensland Corrective Services or the Department of Justice and Attorney-General, 
to which QCS belongs. The information may be given other bodies, such as Queensland Health, the Queensland Ombudsman’s Office, the 
Queensland Police Service or the Crime and Corruption Commission if your complaint requires action by one of those bodies.  I have read and/or 
had explained to me the above privacy statement and agree to the use/disclosure of my personal information for the above purposes. 
 
 
……………………………………………………………….……………                 ………………………………… 
(prisoner’s signature)                                                                                                           (date) 
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THE REMOVAL OF A PRISONER FOR LAW ENFORCEMENT 
PURPOSES 

Removal of prisoner for law enforcement purposes 
 
(1) A person may, in the approved form, apply to the chief executive for a prisoner to be 

removed from a corrective services facility to another place to enable— 
 

(a) the prisoner to provide information to a law enforcement agency to help the 
agency perform its law enforcement functions; or 
 

(b) a law enforcement agency to question the prisoner about an indictable offence 
alleged to have been committed by the prisoner. 

 
(2) The chief executive may authorise the removal of the prisoner only if the prisoner, in 

the presence of an Official Visitor, agrees in writing. 
 

(3) The prisoner may be removed only by a corrective services officer or police officer. 
 

(4) While the prisoner is absent from the corrective services facility, the prisoner is taken 
to be in the custody of the chief executive of the law enforcement agency. 
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Version 1 
  

Form 12 
QUEENSLAND 

Corrective Services Act 2006 (s. 70) 
 

APPLICATION FOR REMOVAL OF A PRISONER  
FROM A CORRECTIVE SERVICES FACILITY  

FOR LAW ENFORCEMENT PURPOSES 
 

Queensland Corrective Services 
 

Prisoner: [name of prisoner] 

Date of Birth: [insert DOB] Identification Number: [insert ID number] 

  
To the Chief Executive, Queensland Corrective Services. 
 
I, [insert full name of person applying for removal] of [insert law enforcement agency 
name] apply for the removal of the above named prisoner from [insert corrective services 
facility prisoner is current accomodated in] to [insert place prisoner will be removed to] for 
the following reasons:  
 
[insert reasons for removal]. 
 
The prisoner, while absent from the above corrective services facility, will be under 
the custody and control of [name of person having custody and control]. 
 
The prisoner will be returned to the above corrective services facility  on [insert date 
of return]. 
 
Signature of requesting officer: …………………………..…   Date _____/_____/_____ 
 
Rank and identification number:  ………………………………………………………………. 
 
 
I, [insert prisoner name] the above named prisoner agree to be removed from the 
corrective services facility under the terms specified in this application. 
 
 
Prisoner’s Signature: ..........................................   Date _____/_____/_____ 
 
Witness: .....................................................….…  Date _____/_____/_____ 
 Official Visitor 
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OFFICE OF THE HEALTH OMBUDSMAN 

Recent advice received from Legal Services confirmed that the functions of an Official 
Visitor do not encompass investigation of a prisoner complaint about the provision of 
health services to the prisoner by Queensland Health staff (including doctors) at a 
correctional facility. 
 
This advice does not apply to Official Visitors assigned to privately run correctional 
centres, namely Arthur Gorrie Correctional Centre (AGCC) (managed and operated by 
GEO Group Australia) and Southern Queensland Correctional Centre (SQCC) (managed 
and operated by Serco).  Official Visitors assigned to privately operated centres can 
investigate prisoner complaints about the provision of health services.   
 
If a prisoner requests an Official Visitor to investigate their complaint, involving a health or 
and medical matter at a correctional centre other than AGCC and SQCC, the prisoner 
must be informed that in accordance with Section 290(2)(b) of the Corrective Services Act 
2006, it excludes Official Visitors investigating a complaint, if it that can be more 
appropriately dealt with by another agency. 
 
The prisoner must be informed that any complaints with respect to offender health care 
can be reported and investigated through a comprehensive complaints management 
procedure implemented by Queensland Health, Offender Health Services (GPO Box 1054, 
Brisbane   Qld   4001). 
 
Prisoners must also be informed that they have access to the Health Quality and 
Complaints Commission (now the Health Ombudsman) via a free telephone call on the 
prisoner phone system and/or PO Box 13281, George Street, Brisbane QLD 4003. 
 
A record of the interview is to be recorded on the Official Visitor Report and marked as 
discontinued. 
 
If a prisoner requests an Official Visitor to investigate his or her complaint, involving the 
provision of health and medical services at AGCC or SQCC, the Official Visitor has the 
powers in accordance with Section 290(1)(b) of Corrective Services Act 2006 to 
investigate the matter with privately employed medical staff (including doctors) 
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Office of the 
HEALTH 
OMBUDSMAN 

Office of the Health Ombudsman 
The Office of the Health Ombudsman is Queensland's health service complaints 
agency. We are an independent statutory authority and the one place all 
Queenslanders should go if they have a complaint about a health service provider. 

Our vision Our role 
To be the ~omers1one of a transparent, 
accountable and fair system for effec1ivety and 
quiCkly dealing with complrunts arnd other 
healthcare matters fn Queensland. 

Our values 
• We believe ttle health ana safety of the public 

are paramount 

• We act independently, impartially and in the 
publ1c in\erest. 

• We treat people fairly and equitably. 

• We respornd to complaints in a timely manner. If 
we cannot assist. we v.rirl expla.ln '11\i'hy and, if 
possible, suggest other options. 

• We produce timely and high quality wofk. 

• We develop oor capability arnd use innovative 
processes to improve our service. 

Our commitment to 
Queens landers 

We are committed to providing a high 
quality complaints handling, dispute 
resolution, conciliation and investigation 
service to Queenslanders. In doing so, 
we will act fairly, impartially and 
independently; making well-informed 
decisions and providing accurate adv1oe 
to complainants, health service 
providers and other stakeholders. 

• Protect the health and safety of the public. 

• Promote pmfessional, safe and competent 
practice by health practitioners. 

• Promote high starndards of service delivery by 
health service organisations .. 

• Maintain pu:bric con~idence in the management 
of hea'lth complaints and otller matters relating 
to tile provision of health services. 

Our functions 
• Receive and investigate comp'laints aboui 

health services and health service providers, 
including registered and unregistered health 
practitioneii"S. 

• Decide what action to take in relatioo to those 
complaints and, in certain instances, take 
immediate action to protect lhe safety of the 
public. 

• Monitor the heallh, conduct and performance 
furnctions of the Ausbralian Health Practitioner 
Regulation Agency and national health 
practitioner boards. 

• Provide infonmafion about minimising and 
resolving health service complaints. 

• Report pu!)licly on the perfCJmlance of our 
func1ions. 

Visit: www.oho.gld.gov.au 

Email: info@ollo.gld.gov.au 

Call: 133 OHO (133 646) 

Write: PO Box 132811 George Street 
Brisbane a ld 4003 
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Office of the 
HEALTH 
OMBUDSMAN 

How to make a health service complaint 
All Oueenslanders have the right to make a complaint about a service provided by a 
health service provider_ All you need to do is contact the omce of the Health 
Ombudsman_ We are an independent authority and the one place aueenslanders 
should go if they have a health service complaint 

Should I make a complaint? 
If you are not satisfied with a sei!Vice provided by a 
health service provider, or you are concerned w,ilh 
the health, carnduct or perfom1ance of a registered 
or unregistered health practitioner, then it is your 
light to make a complaint 

Before maki11g a complaint, try lalki11g with your 
health service provider-thiis is often Ule quiCkest 
and easiest way to address yoor concerns or fiX a 
problem_ Visit our website for advice on talk:ing 
with your provider. 

If you're not satisfied with the response, or feel 
uncomfortable lalkirng 'NiUl the provider directly, 
contact us_ 

Complaints are important 
If you're l iJ<e most people, you probably don't 
like to complain_ You n-,ay not know wflat you 
can complain about, how to make a complaint, 
or might not think it will make a difference_ It 
can be even more difficult if you're Ull'Nell, 
upset or busy_ 

Complaints about health services are very 
important, as they can identify areas for 
improvement, stop the same !Problems 
happening again alld help to make health 
services better for all Queenslanaers_ 

Rest assured, you will be heard wlilen you 
lodge a complaint with the Office of tlile Health 
Ombudsman_ Your complaint will be taken 
seriously, examined thoroughly and resolved 
as q,uickJy as !POSSible_ 

What can I complain about? 
You can make a complaint about any l'lea'lth 
servic,e, provided by any health service provider, 
anywhere 1in QueelilSiand_ 

A health service is any serv;ce that is, or claims to 
be, for maintaining, improving, restoling or 
managing your health and w-ellbeing_ 

A health se-rvice prov,ider can be an individUal 
health practitioner or a health service organisation_ 

Individual health practitioners 

• Re-gistered health practitioners, such as: 
doctors, nurses, dentists, physiotherapists, 
chiropractors, occupation~lllherapisls, 

optometrists, osteopalhs_ 

• Unregistered health practitioners, such as: 
nuutmionists, masseuses, naturopaths, 
homeopaths, dieticians, sooial workers. speech 
pathologists_ 

Health service organisations 

• These 'call include public and private lhealthcare 
facilities, ambulanve sei!Vices, health educatioll 
services, pham1acies, mental health services, 
community lilealth seiVtces_ 

Your complaint can be about any aspect of a 
health service you are not satisfied with, such as: 

• your diagnosis or care 

• sharing your infoonation without permission 

• inapprqpriate behaviour by a provider 

• the quality of the health service provided 

• mow a provider has dealt with your vomplainL 
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SUICIDE PREVENTION AND AT-RISK MANAGEMENT 

As an Official Visitor, you are required to work with prisoners who at times may be 
considerably higher risk of suicide and deliberate self-harm. Critical periods of risk are 
times or events in a person’s life which makes them more vulnerable to suicide or 
deliberate self-harm.  Known periods of critical risk for prisoners include but are not limited 
to personal incidents (ie family crisis, relationship breakdown, death of friend, anniversary 
of death), court events or possible changes in custodial status (ie impending court 
appearance, adverse outcome or placed on Safety Order), close to points of custodial 
transfer (ie waiting for transfer, during transit, arrival at new centre), and or custodial 
incidents (ie hunger strike, escape, assault, sexual assault). 
 
Warning signs for suicide and deliberate self-harm are those observable behaviours 
(verbal or non-verbal) that may indicate that an individual is contemplating suicide or 
deliberate self-harm. Warning signs may be obvious or they can be subtle in nature. It is 
important to note that warning signs are not proof that someone is considering suicide. A 
prisoner may present with a number of warning signs but may have given little or no 
thought to taking their own life. Alternatively, a prisoner may give no warning of deliberate 
self-harm or an impending suicide attempt.  
 
Examples of potential warning signs may include: hopelessness; worthlessness; 
helplessness; isolation or social withdrawal; guilt or shame; unexpected or sudden 
changes in personality, routine, sleeping patterns, eating habits and/or appearance; giving 
away belongings; saying farewell; making final preparations; change in behaviour (for 
example, appearing depressed or appearing suddenly calm or in high spirits); and/or use 
of alcohol and/or drugs. 
 
Be vigilant to warning signs and if you identify a prisoner who you believe may be at risk of 
self-harm or suicide, you must immediately report these observations to the unit manager 
and then to the Supervisor, Deputy General Manager, or General Manager. This will 
instigate a process whereby the prisoner will be assessed for self-harm/suicide risk by a 
centre psychologist. If you have any doubt about a prisoner’s wellbeing you should discuss 
this with the unit manager or Supervisor immediately.  
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QUEENSLAND OMBUDSMAN 

The Ombudsman investigates complaints people have about the way they have been 
treated by a government department. This includes QCS. 
 
The Queensland Ombudsman’s Office has a wider jurisdiction. They are able to 
investigate any administrative action of the Agency, a correctional centre, the Parole 
Boards or other State Government department or authority.  
 
The Queensland Ombudsman and Official Visitors must act impartially. Also, no person or 
body can tell the Ombudsman: 
 

• how investigations should be conducted; 
 

• whether particular complaints should or should not be investigated; or  
 

• the level of priority given to investigations. 
 
The Queensland Ombudsman is wholly independent, objective and fair. 
 
The Queensland Ombudsman will generally make recommendations to the Commissioner 
of the Agency. The Ombudsman cannot overturn a particular decision, but if the 
recommendations are not accepted, the Ombudsman can report on the matter to the 
Minister, the Premier and ultimately to the Parliament itself.  
 
The Ombudsman's policy is that prisoners should try to resolve their concerns through the 
internal complaint management procedure at the centre level.  If this does not resolve the 
issue, prisoners should access the Official Visitor.  If they still require resolution, you can 
advise them to contact the Queensland Ombudsman by: 
 

• using the free prisoner PhoneLink available from the access phones at the centre. 
Calls are confidential and not recorded; or 

 

• writing to the Ombudsman using the prisoner complaint form and sending it in a blue 
envelope. 

 
The Queensland Ombudsman can also offer advice on issues that may be affecting 
prisoners outside of the prison system such as complaints about Legal Aid, Parole Boards 
or the Department of Child Safety.  
 
Queensland Ombudsman officers also regularly visit correctional centres. A representative 
from the Queensland Ombudsman may contact Official Visitors from time to time to 
discuss centre-based issues. 
 
Contact details are as follows: 
Post: GPO Box 3314 Brisbane, QLD, 4001 
Tel: 07 3005 7000 or 1800 068 908 (outside Brisbane) 
Email: ombudsman@ombudsman.qld.gov.au 
Web: www.ombudsman.qld.gov.au 
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OFFICIAL VISITOR FEES 

Expense Claim Forms 
 
Official Visitors should forward expense claim forms to the State Coordinator for 
processing as soon as possible following a visit to a centre.  Cut off for expense claim 
forms to be submitted to payroll is 12 noon on the Tuesday of the off pay week. However, 
it would be appreciated if all claim forms are sent by close of business Monday of the off 
pay week to ensure that the office has had enough time to process and progress to 
payroll. 

Remuneration Scale 
 

Category of 
Centre 

Centre 

Remuneration Rate per Visit 

Legal 
Official Visitor 

Community/ATSI 
Official Visitor 

Category 1 

Arthur Gorrie Correctional Centre 
Brisbane Correctional Centre 
Brisbane Women’s Correctional Centre 
Capricornia Correctional Centre 
Lotus Glen Correctional Centre 
Maryborough Correctional Centre 
Southern Queensland Correctional Centre 
Townsville Correctional Centre 
Wolston Correctional Centre 
Woodford Correctional Centre 

$350.00 $300.00 

Category 2 

Numinbah Correctional Centre 
Palen Creek Correctional Centre 
Helena Jones Centre 
Princess Alexandra Hospital Secure Unit 

$250.00 $200.00 

Section 70 
All correctional centres (only if separate 
visit to correctional centre) 

$60.00 $60.00 

Safety Orders All correctional centres $350.00 $300.00 

MSO Reviews 
Arthur Gorrie Correctional Centre 
Brisbane Correctional Centre 
Woodford Correctional Centre 

$350.00 $300.00 

Discrimination 
Complaint 
Reviews 

All correctional centres $350.00 $300.00 

Travel 
Allowances 

 

As per State 
Government 

approved rates 
($0.77/km) 

As per State 
Government 

approved rates 
($0.77/km) 

Completion of 
Induction / 
Appointment 
Documents 

All correctional centres $350.00 $300.00 

 
*It is expected that Official Visitors will undertake reviews of Safety Orders during their 
normal visit day. 
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2017 Pay and Cut-Off Dates 
 

Due Date Pay Date 

20/03/2017 27/03/2017 

3/04/2017 11/04/2017 

17/04/2017 25/04/2017 

1/05/2017 9/05/2017 

15/05/2017 23/05/2017 

29/05/2017 6/06/2017 

12/06/2017 20/06/2017 

26/06/2016 4/07/2017 

10/11/2017 18/07/2017 

24/07/2017 1/08/2017 

7/08/2017 15/08/2017 

21/08/2017 29/08/2017 

4/09/2017 12/09/2017 

18/09/2017 26/09/2017 

2/10/2017 10/10/2017 

16/10/2017 24/10/2017 

30/10/2017 7/11/2017 

13/11/2017 21/11/2017 

27/11/2017 5/12/2017 

11/12/2017 19/12/2017 

25/12/2017 1/01/2018 
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*all mileage is now calculated at $0.77/km 
*payroll number will be provided  
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FACT SHEET – HOW TO READ YOUR PAY SUMMARY 
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USB STORAGE DEVICE INFORMATION 

How to access your IronKey USB 
 

How to access your IronKey USB 

1 Insert your IronKey into the USB Portal on your computer/laptop and wait until the 
picture below appears in your Computer. 

 
 
 
 

2 Click on the IronKey icon that appears under Computer. 
 
 
 
 

3 Open the IronKey Application. 
 
 
 
 
 
 
 
 
 

4 Wait until the following appears on your screen and select UNLOCK. 
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5 The following will appear. Enter the password provided to you on receipt of your 
USB. 
Your USB is punctuation and case sensitive. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

6 Wait while the USB unlocks and click OK. 
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7 The following will now appear in Computer.  
Open the IRONKEY option. 
This is the folder to save all of your Official Visitor information in. 

 
 
 
 
 
 
 

 
A copy of the Official Visitor Manual, Letterhead, and Expense Claim Form will all be 
provided on the USB. 
 

 
*your USB access may vary slightly. 

EMAIL ACCESS 

Guide: How to access email remotely 
 
Technical assistance is available 8am – 5pm, Monday to Friday on 1300 350 844 (option 5 
for Queensland Corrective Services). 

Logging In 
 
Step 1: Open Internet Explorer and go to: https://access.dcs.qld.gov.au. 
 
Step 2: Read the warning message and click ‘Click here to continue’. 
 
Step 3: Enter your QCS username and password and click ‘Logon’. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Step 4:  Click SMS One-time-password. 
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Step 5: Wait for your new SMS message on your mobile phone. 
 
Step 6: Enter the 6 digit SMS number and click ‘Logon’. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Step 7: Click on the Outlook Web Access Icon 
 
 
 
 
 

Logging Out 
 
Step 8: Once finished, in the top right hand corner click ‘Log Off’ and close the browser. 
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QUEENSLAND CORRECTIVE SERVICES ACRONYMS & 
COMMONLY USED TERMS  
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CAP CC Gaplioomia Correctional Centre 

ceo CUstodial Correctional Officer 

ClF Gapal)ility & Leadership Framewor1< 

ClO CUltural Liaison Officer 

CN Contract (in lattice) 

CNQRPB Central and Northern OLD Regional Parole Board 

COD Change of Duty 

COEP CUstodial Offioer Bn1Iy Program 

eontesmbi~ty Fmdjng new and better ways to deliver services. It's one of the ways OLD 

Government is achieving its goal to be the most responsive and respecled 

public service in the counby. 

COP Court Ordered Parole 

COPD CUstodial Operational Practice Directive 

CSA Corrective Services Act 2006 

CSAC Corrective Services Administrators' Council 

CSMC Corrective Services M111isters' Conference 

cso Community Service Order 

Dd 

DEA 

DOG 

DG 

DGM 

DIG 

DJAG 

OM 

DPSOA 

DES 

DCS 

Ea 

EAR 

EBN 

ED 

ELF 

ERP 

EMP 

ESB 

ESU 

EMSU 

ESO 

QCS Acronyms & Commonly U sed Tenns 
VEI!iicn 1.0 

Development & Expectations Agreement 

Deputy Director General 

Director General 

Deputy General Manager 

Data lntegTity Group 

Department of Justice & Attomey General 

District Manager 

Dangeroos Prisoner (Sexual Offenders) Act 2003 

Former Department of Emergency SeiVices 

Former Department of Community Safety 

Establis.hment Adjustment Request 

Executive Briefing Note 

Executive Director 

Employee Lifecycle Frameworll 

Employees Requiring Replacement 

Establishment Management Process 

Escort & Security Branch 

Ethical Standards Unit 

Electronic Monitoring & Surveillance Unit 

Executive Suppmt Officer 
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Ff 

FTE Full Time Equivalent 

FOO Fine Option Order 

FWAR Flexible Wor1< Arrangements Request 

Gg 

GM General Manager 

GAF Govemanoe & Accou ntabmty Frarne'IM:lm 

H/1 

HROMU High Risk Offender Management Unit 

HRPG Human Resource Practice Guidelines 

HRIS Hun1an Resources Information Systems 

HJCC Helena Jones Commurnity CUstodly 

HR Human Resources 

li 

ICO Intensive Cooections Ord~er 

ICRP Intensive Case Review Plan 

IHR Ill Health Retirement 

lUIS Integrated Justice System 

IME Independent Medical Examination 

IMR Internal Management Review 

I OMS Integrated Offender Management System 

Jj 

JEMs Job Evaluation Management System 

JDOnline Job DesCJiptions Online database 

JS Justice Services 

Kk 

KP Reports Knowfedge Place (intmnet system) 

Ll 

LSL long Service leave 

LTA long Term Absence 

Lattice QCS Payroll System 

LGCC lotus Glen Correctional Centre 

Mm 

MCC Maryborough Cooectional Centre 

Megan's Law Informal name for US laws requiring law enforcement authorities to make 

information available to the pubUc regarding sex offenders. 

Microster QCS Rostering System 

MOD Manager Offender Oevelopment 

MoG Machinery of Government 

OCS Acron:rm~ & Commonly Used Terms 
V~ian 1.0 
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MoU 

MS Reporting 

My_Appoifltment 

Nn 

NGCM 

NUM CC 

Oo 

OFSWQ 

OH&S 

OLA 

OLG 

OMCG 

OMP 

OPG 

OHSEC 

oss 
Pp 

P&P 

PCCC 

PEEP 

PID 

PIP 

PPO 

PPQ 

PSA 

PSC 

PSBA 

PTA 

PTAS 

Qq 

QCS 

QCSA 

QCSIG 

OCOA 

QON 

OPB 

QPS 

ass 
Rr 

OCS Acron:rms & Commonly Us1Ml T enns 
Version t .O 

Memorandum of Understandlng 

Microsoft Reporting SeiiVices 

Online employee oornmencement portaJ 

Next Generation Case Management 

Numinbah Correctional Centre 

Office of Fair & Safe Wert QLD 

Occupational Health & Safety 

Opemting Level Agreement 

Operational Leadershjp Group 

Outlaw Motorcycle Gangs 

Offender Management Pl~m 

Operational Prnctice Guideline 

Occupational Health, Safety & Environment Coordinator 

Operational Support Serrvices 

Probation and Parole 

Palen Creek CoiTeclional Centre 

p,ersonal Emergency Evacuation Plan 

Profect Initiation Document 

p,erformance Improvement Plans 

Probation .and Parol.e Officer 

Possible Parl iamentalfY Question 

p,enattfes and Sentences Act 1992 

Public SeiVice Commission 

Pub'lic Safety Business Agency 

Part-lime Work Agreement 

Prisoner T1rust Ac·oounting System 

QLD Corr,ective Services 

OLD Corr,ective SeNices Academy 

OLD Corr,eclive Sei'Vices lntefligenoe Group 

OLD Commission of Audit 

Question on Notice 

OLD Parole Board 

OLD Public Sector 

OLD Shared Services 
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RAIS Remote Area Incentive Scheme 

RM Regional Ma111ager 

RoR Risk of Reoffelllding 

RRTWC Rehab/Retum To Work Coordinator 

RS Reporting Services 

RTl Right to Information 

Ss 

SARAS Study & Research Assistance Scheme 

SES/SO Se111 ior Executirve Service I Senior Officer 

SHE Safety Health & Environment Syst,ern 

SHEH Self Ha11111 Episode History 

SLB State Law !Building 

SPER State Penalties Enforcement Regjstery (+ SPERFOO) 

SPO S,pedalist Operations Directorate 

SORPB Southern QLD Regional Parole Board 

SOP standard Operating Procedure 

stARS Staff Assault Reduction Strategy 

STC Staff Trairung Coordinator 

svo Sellious VIOlent Offender 

SWODIR state Wide Operations Directorate 

Tr-Uu 

Ttl Trade lnslnu:ctor 

TCC Townsville Correctional Complex 

TWCC TOWiilsville Women's Correctional Centre 

ww 
we Work Cover 

WDFOC Woodford Correctional Centre 

WOL OC Wolston Correc1io111 Centre 

WP Work Package 

WPC Workforce Performa111ce Committee 

Xx-Yy-Z2 

YJ Yooth Justire 
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COMMUNICATION 

Recognising and Understanding Complainant Anger 
 
In complaint handling, anger is an understandable, and to some degree acceptable 
emotion among frustrated and disappointed prisoners.  In itself, it is not a problem and to 
be shocked and unprepared when it occurs is generally unrealistic.  However, anger does 
become problematic and unacceptable when it escalates into verbal abuse, hostility, 
threatening behaviour or violence.  When it is expressed in these ways, it must be dealt 
with swiftly and decisively.  As complaint handlers, it is essential that you understand and 
recognise the signs of anger in prisoners (and within ourselves) so that you can respond in 
the most effective and productive ways possible. 
 
Some more common signs and expressions of complainant anger include: 
 
(a) raised voices, yelling, slurred speech or chanting 

(b) accusatory, dominating or even sexually explicit language 

(c) loaded words that are intended to intimidate or to achieve a particular result 

(d) harsh or overly sarcastic humour 

(e) combative or inflexible behaviour 

(f) irritability, anxiety or short temperedness 

(g) redness in the face or flushed appearance 

(h) intimidating expressions including lowered eyebrows, stares, eye rolling or flared 

nostrils 

(i) tension in the face, neck, hands, scalp or back – eg clenched fists or jaws, grinding 

teeth etc. 

(j) intrusive behaviour such as violating your personal space 

(k) exaggerated gestures including thrashing their arms around and pointing or waving 

their finger 

(l) repetitive and agitated movements – including pacing around, tapping their feet 

continually, constant chair repositioning in a chair or standing up frequently 

(m) physical aggression including throwing and shoving things around, such as paper, 

pounding the table etc. 

 

In a complaint handling context, this means that prisoners who are experiencing the 

physiological effects of anger may be incapable of processing the information that you are 

attempting to give them or even working towards a resolution of their complaint.  As a 

result, you will need to use your judgment to decide whether to continue an interaction with 

a prisoner who is displaying signs of anger or end the interaction and return to it sometime 

later.  

Drafting Final Letter and Review Letters 
 
Communicating effectively is also important when you are drafting correspondence to 

prisoners, in particular final outcome letters.  Prisoners tend to place a lot of importance on 

the documents so time should be taken to draft them carefully.  The OCI suggest that final 

outcome letters should be drafted as ‘stone-alone’ documents that clearly explain for the 

prisoners, and any third parties that they might show it to, the: 
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• issues of complaint 

• issues that were inquired into/investigated and explanations for any that were not 

• factors that were considered during the inquiries/investigation 

• methodology and actions taken during the inquiries/investigation 

• reasons for the decision/outcomes reached. 

 
Where a complainant has behaved unreasonably in their dealings with you/your 
organisation, the final letter should also: 
 

• identify the nature and/or number of interactions between them and the organisation 
– including if those interactions were excessive or unreasonable 

• identify and explain the nature of the unreasonable conduct engaged in by the 
complainant and any formal warnings that were given to them about their conduct 

 
This type of approach can be effective in cases where you know or suspect that a 
complainant: 
 

• will be very unsatisfied with the contents of the letter 

• has or will attempt to escalate their complaint up the hierarchy – say to a CEO or a 
Minister – or externally to the media for sympathy or for a more favourable outcome. 
In these cases, a comprehensive final letter could also be used as the basis for (or 
attached to) a briefing note response to a Minister. 

 
It is also best to give the decision at the end of the final letter rather than the beginning to 
encourage the complainant to read the reasoning underpinning the decision. This may 
increase the likelihood of the decision being understood. Also some complainants, when 
faced with an adverse decision at the beginning, do not bother to read the letter in its 
entirety before getting on the phone to express their dissatisfaction or demand a review. 
This unnecessarily takes up more time and resources. See Chapter 6 – Effectively 
managing complaints and expectations from the outset. On the other hand, review letters 
should be short and concise. Long and detailed review decisions sometimes encourage a 
complainant to argue about specific details while ignoring the substance of the decision. 
 
Review letters should also be signed by a senior manager, preferably the CEO, to make it 
clear to the complainant the matter has been escalated and considered at the highest level 
and there is nowhere else to go within the organisation. The letter could also include a 
statement and explanation about how further communications relating to their complaint 
will be dealt with – i.e. further correspondence about this issue will be read and filed 
without acknowledgement, unless the organisation decides it requires further action. 
 

Recognising the Signs of Stress 
 
Everyone reacts to stressful situations differently and our reactions to stress can vary 
considerably. For example, some of us may be more susceptible to critical incident stress 
than others because of events in our personal lives, our personality type or our perception 
of an incident with a complainant. Some may react to a stressful incident immediately, 
while others may react sometime later – well after the incident has passed. 
 
Also for some of us stress can be cumulative, often resulting in a strong reaction to a 
series of minor events. And in some cases, we can even be affected by a critical incident 
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that we have not experienced firsthand. Because of these different possibilities in how we 
can respond to stress, it can be difficult to identify whether a colleague or a staff member 
is suffering from stress/or will experience stress after an incident. 
 
As a result, the following list of the more common signs of stress experienced in the 
workplace, including following an incident may help you recognise stress in yourself and 
take appropriate steps to manage that stress: 
 

Physical Signs 
Emotional 
Responses 

Behavioural 
Changes 

Intellectual Signs 

Shock Anger Increased irritability 
Difficulty thinking 

clearly 

Nausea Fear 
Withdrawing from 

people 
Difficulty making 

decisions 

Fainting immediately 
after the event 

Depression Insomnia 
Difficulty 

concentrating on the 
job 

Chest pain Feelings of isolation Nightmares  

Headaches 
Crying or feeling 

tearful 

Resorting to alcohol 
more frequently or in 

greater quantities 
 

Muscle soreness Feeling powerless 
Interpersonal 

problems 
 

Fatigue  Social withdrawal  

Gastrointestinal 
problems 

 Anxiety  

Elevated heart rate  Depression  

Elevated blood 
pressure 

   

 

Persistent Complaints 
 
Although this manual cautions against approaches that focus on mental health issues, one 
that is particularly relevant to complaint handlers is querulance. Querulance is a 
psychiatric diagnosis for people who have morbid (illness driven) complaining behaviour. 
These people are abnormally driven by suspicion and accusations and tend to exhibit 
extreme kinds of unreasonable complaint conduct. For example, when compared to a 
matched control group, querulants have been found to: 
 

• Pursue their complaints for much longer than other complainants. 

• Produce far greater volumes of material in support of their case. 

• Telephone more frequently and for longer. 

• Intrude more frequently without an appointment. 

• Continue complaining after their cases have been closed. 

• Engage in behaviour that was typically more difficult and intimidating. 

• Involve other/external organisations more often including contacting Ministers as their 

complaints progress. 

• Want outcomes that a complaint handling system cannot deliver – eg vindication, 

retribution and revenge. 
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The research in this area also indicates that one of the distinguishing features of 
querulance is an extreme loss of focus over time that results in querulants pursuing 
multiple complaints at the same time and across a number of organisations as 
demonstrated in the charts below. 

 
Most people can be expected, over time, to make one, two, sometimes three complaints to 
a few agencies about issues resulting in a few separate complaints streams. They may 
display difficult behaviours at times, but they do maintain reasonable balance and 
perspective. 
 
The classic querulant’s issues will grow over time. They lose perspective of their issue and 
their focus moves onto allegations of incompetence, conspiracy and corruption, initially by 
the organisation handling their issue and then by other review bodies to whom they have 
turned for vindication. 
 
Contact the State Coordinator if you have any concerns in relation to possible 
unreasonable complaint conduct or repetitive complaint investigations. 
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Defusing Anger with CARP 
 
Control 
 
This is about getting the prisoner to stop and listen and letting them know that their anger 
is not going to control you or the interaction. Be assertive, but not aggressive or passive. 
 
Acknowledge 
 
Deal with their feelings first. It’s important that the prisoner knows that you understand (or 
at least empathise) with their emotional state of mind and situation. Give them an 
opportunity to let off steam and vent their emotions. Venting can help them feel like they 
are being listened to and understood. Venting should be timely, usually not lasting more 
than 2-5 minutes.  
 
The prisoner should be able to settle down and discuss their complaint in a calm manner 
after being given such an opportunity. Note: Extended venting can do more harm than 
good because it can make the prisoner feel like they are reliving the bad experience. Echo 
what they are telling you to show that you are listening. This usually involves repeating the 
last few words or their key words. This can be done by backtracking (eg ‘so you are 
saying…’) or paraphrasing (ie defining what you believe they said and meant). 
 
Refocus 
 
Make the transition from their emotions to their issues of complaint by refocusing the 
conversation. Ask questions about facts and repeat, in your own words, the prisoner’s 
issues.  
 
Problem Solve 
 
This is about getting down to business – telling the prisoner what can and cannot be done, 
what will and will not happen, and focusing on possible solutions to their issue etc. 
 
Remember: the order of CARP is important! 
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Effective Communication Strategies 
 

DO: DON’T: 

Show respect Argue, defend or deny 

Clarify Give excuses 

Allow venting Be confrontational, verbally and non-

verbally 

Acknowledge emotions Be overly formal or bureaucratic in your 

responses 

Show empathy Be too informal and do be wary of joking 

Find something to agree with Respond to fighting words 

Check understandings Suggest the prisoner needs therapy or 

counselling 

Acknowledge their point of view without 

agreeing 

Invade the prisoner’s personal space. 

 

Echo what they say  

Listen actively  

Allow space to think, if necessary  

Stay calm  

Seek resolution  

 
 

 

 

 

 

 

  

OFFICIAL VISITOR MANUAL 125 

 

CCC EXHIBIT



 

Notes 
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