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QUALITY SERVICES: An officer demonstrates the Automatic Fingerprint Identification System, which enhances
the accuracy and efficiency of verifying the identity of prisoners upon admission and transfer. The Depart-
ment spares no efforts in employing modern technology to provide quality services.
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It is of paramount importance for the Department to be able
to deliver quality custodial and rehabilitative services in a
rapidly changing society through continuous improvement.
Pursuant to its missions and functions, the Quality Assurance
Division (known as the Inspectorate and Management
Services Division before 1 January 2002) takes a proactive
role in initiating measures and enhancements in quality
management, change management and learning culture.

Management Services Unit

The Management Services Unit of the Division conducts,
either independently or jointly with other sections within the
Department, management studies and reviews to identify areas
where improvement is required in terms of efficiency and
effectiveness. The Unit undertakes to closely monitor the
implementation of relevant projects with a view to enhancing
efficiency, competence and quality of services. In 2001, the
Unit completed four major management studies and reviews
and oversaw the implementation of 12 management projects.
In addition, it studied bills and ordinances enacted in 2001,
which might have an impact on the Department, and
recommended appropriate adaptations.

The Unit also undertakes to review relevant legislation,
subsidiary legislation, departmental standing orders and
manuals to align with changes in the penal environment and
society's expectations. In this respect, close liaison is
maintained with other government departments, including
the Department of Justice and the Security Bureau, and the
Security Penal of the Legislative Council in the pursuit of
new legislative proposals or amendments to the Prisons
Ordinance, Prison Rules and other penal administration-
related provisions. The aim is to strike a balance between

custodial discipline and the basic rights of those in custody.

A special duty team appointed in early 2000 to
conduct a critical review on all internal instructions and
orders completed its assignments in early 2001 and
eliminated unnecessary or outdated orders, instructions and
regulations. With the resultant refinement in framework and
a more userriendly organisation of the internal orders and
regulations, which have officially taken effects since 1 July
2001, working procedures have been streamlined and
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An officer of the Complaints Investigation Unit interviews an inmate at

the Lai Chi Kok Reception Centre.
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frontline staff have been empowered to better exercise their
discretion and judgment in daily operations.

Complaints Investigation Unit

The Complaints Investigation Unit (CIU) is an internal
grievance-redress mechanism, which mainly handles and
investigates complaints/requests raised by inmates and
members of the public in relation to the day-to-day
operation of the Department. It is vested with independent
investigative authority and missioned to thoroughly,
impartially and expeditiously look into:

* any complaint/request on the conduct of staff of the
Department acting in their official capacity whilst on
or off duty;

* any complaint about the policy of the Department;

* any case in which civil proceedings may be laid
against a staff of the Department for actions taken in
an official capacity; and

* any complaint as the Commissioner may direct.

The CIU also deals with referral cases from other public
authorities, including the Legislative Council,
the Government Secretariat, The Ombudsman
and District Councils, provided that they fall
within the purview outlined above.

After investigation, the investigation
reports are tabled, for examination and
endorsement, at the Correctional Services
Department Complaints Committee
(CSDCC), which is chaired by the Civil
Secretary who is independent of the
uniformed stream. Complainants who are
not satisfied with the findings of
investigations may submit further evidence, if any, to the
Committee for re-examination of the cases, or appeal
directly to the Commissioner.

The Unit has been operating in line with the 1ISO
9002:1994 quality management system since 14 August
2000. It has been initiating incremental changes in
service systems and processes aiming at gaining the ISO

9001:2000 certification in 2002.

During 2001, the CIU investigated a total of 284
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complaints lodged by inmates and members of the public,
comprising 464 allegations, and handled a total of 122
requests. Ninety-four per cent of the complainants were
inmates and the allegations were mainly related to staff
misconduct and abuse of authority. Of the complaints that
were fully investigated and endorsed by the CSDCC, 4.3%
were substantiated. A breakdown of the complaints is at
Appendix 14.

Inspectorate and Security Unit

The Inspectorate and Security Unit (known as the
Inspectorate Unit before 1 January 2002) plays a major
role in monitoring departmental activities with reference
to current ordinances, rules, regulations and departmental
policies. In executing this role, visits to institutions in the
form of full, thematic, surprise and follow-up inspections
are conducted.

In 2001, the
Unit conducted six
full inspections, 10
thematic inspections
(including seven
thematic inspections
on time-off-in-lieu
management) and
19 follow-up
inspections
(including 15 follow-
up inspections on
time-off-in-lieu
management) at
various institutions.

The Unit also monitors and advises on all security
aspects. The operations of the Unit include the
maintenance of a Central Intelligence Pool to collate
information and intelligence collected by security officers

in various institutions.

In 2001, the Unit conducted 10 investigations into
maijor irregular incidents occurred in various institutions and
34 surprise visits to prisoners' outside work groups of various
institutions.  Furthermore, 10 security checks on security
installations and related aspects were conducted.



