
 
 

  
 

1.  KEY RESULT AREA: OFFENDER MANAGEMENT 

& OPERATIONS 

 
1.36  Inmate Complaint Procedures   
 
1.36.1  Premise 
 

As part of its Guarantee of Service, the Department is committed to facilitating 
access to avenues of review and redress, including independent agencies, for 
dissatisfied users of Departmental services. 

 
All inmates (and their families, friends and advocates) have the right to make 
complaints concerning correctional centre management to the Minister, the 
Inspector-General, the Commissioner, the correctional centre Governor/General 
Manager, an Official Visitor, the Contract Monitor and the Ombudsman.  All 
inmates (and their families, friends and advocates) have the right to expect that 
these complaints will be promptly and impartially responded to and resolved. 

 
The Operator will be responsible for developing and implementing procedures to 
promptly handle and resolve requests, complaints and disputes by inmates (their 
families, friends and advocates).   

 
1.36.2  Outcome  
 

 
 
1.36.3  Legislation and Policy Requirements 
 

United Nations Basic Principles for the Treatment of Prisoners (1990)  
Crimes (Administration of Sentences) Act 1999   
Standard Guidelines for Corrections in Australia Revised 2004 
Department of Corrective Services Operations Procedures Manual  
Crimes (Administration of Sentences) Regulation 2001 

 
 
 
 
 
 
1.36.4  Specific Service Requirements 

An effective complaints management process facilitates the resolution of 
complaints about the correctional centre, the Operator and/or their staff. 
 



 
 

  
 

 
The Operator must: 

  
1. develop and implement procedures for receiving, handling, addressing 

and recording complaints from inmates, their families, friends and 
advocates, which include: 

 
(a) methods of informing inmates and their families, friends and 

advocates about their right to make complaints or to raise 
concerns and the process for lodging complaints and concerns for 
inmates; 

 
(b) recording all complaints or concerns raised through this process 

and the action taken to resolve them, and  
 

(c)  providing appropriate feedback to inmates, their families, friends 
and advocates; 

 
2. facilitate the access of inmates, their families, friends and advocates to 

the Official Visitor, Ombudsman, Corrective Services Support Line 
(CSSL) or  Monitor, including: 

 
(a) ensuring that inmates and their families are aware of the 

processes for contacting the Official Visitor, CSSL,  Ombudsman, 
or Monitor; 

 
(b) ensuring procedures are in place to facilitate visits to the 

correctional centre by the Official Visitor, representatives of the 
Office of the Ombudsman, CSSL  or the Monitor, and  

 
(c) ensuring that inmates are given unfettered access to the Official 

Visitor, representatives of the Office of the Ombudsman, the CSSL 
or the Monitor when they visit the correctional centre. 

  
1.36.5  Key Monitoring Elements 
  

1. Complaint management process in place - policy available. 
 

2. Inmates advised of their right to make complaints and the process to have 
their complaint resolved - number of complaints made and actions taken.  

 
3. Appropriate system maintained to record complaints and the action taken 

to resolve complaints - number of complaints made and actions taken.  
 

4. Number of complaints remaining unresolved compared to the total 
number of complaints made - record available. 

 



 
 

  
 

 
1.36.6  Proposal Outline 
 

The proposal must provide evidence/information regarding how the Operator will: 
 

1. manage complaints from inmates, their friends, families and advocates; 
and 

 
2. facilitate the access of inmates, their families, friends and advocates to 

the Official Visitor, Ombudsman, CSSL or Monitor. 
 

The Department encourages the use of innovative strategies. 
 


