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Miss Bonnie Wong, Assistant Commissioner (Quality Assurance) (centre) and her supporting team.



ERESELRAEKRIRE—AULRENHEBNFERANE - REXEERYE T
{E LR ZRIEMZH  EREANF OB - FR IS L —IRUE o

B HeREEHRERRET TFNE/\ AR IIRE EFRAA IS0 9001:2000 &
FREEINE - #RIFFEARNHFZARE * IRFHBNERIMGHERERSH
H—EBREH -

ATURERREFELRRMRFLERE  BRERFRBSIEH RN EEH RS 85T
ARERAER > @IRENE - EELRATEIIEREMEEISRESIE  ET=F
FNEEPEARAR LHREN - LAERRNE - AEEGEERE  RITWIEHT
RIFLEFH Bt F-ZTFLEFPREN - ERAHREAE » ZNDREEERR
& DR EH AR RRANENIERD  ERETHENESUFTELLEE SRS
RENZTMRNAKRIE - REZFELE  RAFAHREEERIRD I -
SIEEHRIRE

This will be the last time | write in an official capacity in the departmental Annual Review as
| shall be retiring in May 2005. | take this opportunity to thank all who have supported me

so much throughout my service and | wish them every success in their career.

| would like to first report the acquisition of the internationally recognized 1ISO 9001:2000
by the Inspectorate and Security Unit (ISU) in August 2004. This is another milestone,
after what the Complaints Investigation Unit had accomplished earlier, of the Division's

endeavour to pursue and maintain high quality output.

To facilitate sharing of operational experience and good practices amongst staff members,
the Division continued enriching the benchmarking databank in the Intranet for interested
personnel to access. In mid-2004, after all penal institutions finished reviewing their Head
of Institution Orders and Procedures, we uploaded the information onto the Intranet to
enable easy access by staff. We are now reviewing the Complaints Handling Manual in

pursuance of arising operational needs and this review is expected to be completed in
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mid-2005. On application of new technologies, continued efforts
are being made to explore new equipment for the enhancement
of penal security, efficiency and output. Advanced drug detection
apparatus and prisoners location tracking systems were two main
categories most actively under study during the year under review.
In looking forward to further achievements in the year 2005, | am
confident that my team will rise to the challenge ahead and strive

for excellence.

It is indeed my pleasure to be able to work with a group of
enthusiastic and dedicated officers who find satisfaction in what
they do, and who see constraints and obstacles as opportunities
rather than threats. This is especially precious on this eve of my
career. | shall miss the joy of working with a tireless group who
never stop until the tasks are accomplished, and who at the same
time actively serve the community by involving themselves in
charity works and helping those in need, during their free time.
To no lesser extent shall | miss their esprit de corps as well as

their sense of humour at times of hardship.

The following pages should give readers more information about

the Division's work. | hope you find them interesting.

Bonnie WONG,

Assistant Commissioner (Quality Assurance)
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Advanced drug detection apparatus are adopted by CSD to deter the
inflex of drugs.

Management Services Unit

The Management Services Unit adopts a proactive approach to
quality assurance by conducting, 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 also closely
monitors the implementation of relevant projects with a view to
enhancing efficiency, competence and quality of service, e.g.
the maintenance of the departmental benchmarking databank
and the replacement of mechanical patrol monitoring system with
smart card patrol management system in all penal establishments
by the end of 2005. The Unit will continue to explore suitable IT
and hi-tech products to support effective operations and security
measures undertaken by other divisions or units in the
department. Advanced drug detection apparatus and location
tracking systems are two of these items currently under study.
To maximize the benefits of involving frontline staff in institutional
management, the Unit will closely keep promoting the active
functioning of institutional Work Improvement Teams and provide

necessary assistance upon request.

The Unit is also committed to reviewing relevant legislation,
subsidiary legislation, departmental standing orders and manuals,
to aligning with changes in the penal environment and society's

expectation. In this respect, close liaison is maintained with other
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Exchange visits between Hong Kong and the Mainland's penal
institutions become more frequent; and the Management
Services Unit of QA Division sharing experience with Shenzhen
Prison is a typical example of such visits.
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government departments, including the Department of Justice
and the Security Bureau in the pursuit of new legislative proposals
or amendments to the Prisons Ordinance and 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.

Pursuant to the policy of streamlining working procedures, with
a view to empowering frontline staff to better exercise their
discretion and judgment in daily operations, Heads of Institutions
have, under the collaboration and coordination of the
Management Services Unit, completed a full scale review and
refinement of their Head of Institution Orders and Procedures in
May 2004. These orders and procedures have been reorganized
and refined for easy reference of the staff, who are enabled to
access them through Intranet. The Unit also takes proactive
initiative to co-work with the Complaints Investigation Unit to
review the Complaints Handling Manual in view of foreseeable

operational needs. Completion date is set at mid-2005.

Inspectorate and Security Unit

The charter of the Inspectorate and Security Unit covers the role
of advisory and monitoring of departmental activities with
reference to current ordinances, rules, regulations and

departmental policies. In executing the role, the Unit pays visits
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to institutions in the form of inspections, surprise visits and security
checks. To facilitate monitoring and advising on all security
aspects, the Unit operates a Central Intelligence Pool to collate
information and intelligence collected by security officers in

various institutions.

In 2004, the Unit conducted five full inspections, 10 thematic
inspections, two unannounced inspections and 15 follow-up
inspections at various institutions. Furthermore, 16 surprise visits
to prisoners' outside work groups and seven security checks on

security installations and related aspects were conducted.

The Unit pays vigorous efforts to plug smuggling of contrabands,
particularly dangerous drugs, into penal institutions. There was
a total of 99 seizures of dangerous drugs in 2004, amongst which
95 cases (96%) were interceptions in the first few days after the
culprits were admitted to the reception centres. All other penal
institutions are practically drug-free. The few cases of interception
in these institutions in the year were cases where drugs were
deposited outside penal institutions by unknown persons or
conveyed by visitors during or prior to visits. While trafficking in
dangerous drugs was traditionally done by addicted prisoners
primarily for their own consumption, we would not overlook the
possibility of non-addicted prisoners trying to smuggle dangerous

drugs into penal institutions to make money. The Unit will continue
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The Commissioner (fourth from left) receives the ISO 9001:2000 Certificate
for the Inspectorate and Security Unit from the Executive Director of Hong
Kong Quality Assurance Agency, Mr Chan Siu-kam.
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Correctional Services Department Complaints Committee in session.

with thorough security checks and intelligence network including
intelligence exchanges with other law enforcement agencies in

order to eradicate smuggling of dangerous drugs into institutions.

In August 2004, the Unit obtained the 1ISO 9001:2000 certification
for the scope of provision of inspection services, signifying that
its quality management system has attained internationally
recognized standard. By accomplishing the certification, the Unit
has also taken the opportunity to review and streamline its
operation and documentary procedures in order to make

continuous improvement of its inspection services.

To look forward, while playing a major role in preventive approach
to quality assurance, the Unit will also take proactive actions to
refine its operations and to upgrade security standards conducive

to safe and secure custody of detained persons.

Complaints Investigation Unit

The Complaints Investigation Unit is, amongst the internal
grievance redressing avenues, vested with independent
investigative authority delegated by the Commissioner to handle
all complaints within its purview expeditiously, thoroughly and
impartially under an ISO accredited system. It also handles cases

referred by both the internal and external stakeholders.

All investigation reports are examined by the Correctional

Services Department Complaints Committee (CSDCC) which
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either confirms the findings or directs other courses of action to
be taken. The CSDCC is chaired by the Civil Secretary who is
independent of the uniformed stream and comprises, among
others, the Prison Chaplain and Assistant Commissioner of the
Quality Assurance Division as its members. Such composition
gives due regard to the impartiality and transparency of the
committee on the one hand and aims to seek service improvement

on the other.

In 2004, the CSDCC examined a total of 199 complaint cases
raised by the prisoners and public. The substantiation rate of
the fully investigated cases was 4%. The CSDCC also made 13

recommendations on corrective and preventive actions.

There are two tiers of review mechanism for the parties
dissatisfied with the outcome of the investigations. The CSDCC
serves the dissatisfied with re-examinations of their cases while

the Commissioner handles their further appeals.

The satisfactory rating as reflected from the Customer Satisfaction

Survey was 85% for the year.
In 2004, the CIU received a total of 204 complaints lodged by
inmates and the public. It also handled 181 non - complaint cases

which were resolved in accordance with the laid - down procedures.

A statistic breakdown is at Appendix 16.
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