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Assistant Commissioner (Quality Assurance) Ying Kwok-ching (centre) and his team.
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The Division continues to uphold the service quality under the Department's "Vision,
Mission and Values" statement. This year, good progress in pursuing quality assurance
strategies that aim at promoting continuous improvement through development of quality
management initiatives and best practices is achieved.

YING Kwok-ching
Assistant Commissioner (Quality Assurance)
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Management Services Unit

The Management Services Unit adopts a proactive
approach to quality assurance by conducting
management studies and research into IT and hi-tech
products for enhancing both operational and security
effectiveness. Exploration of cost-effective metal
detectors manufactured in Mainland China, applications
of electrostatic drug detector, computerisation of
prisoner mailing system and computerisation of
programme for monitoring prisoner movements, etc. are
amongst these initiatives in 2005. To actively involve
frontline staff in enhancing institutional management,
the Unit maintains the institutional Work Improvement
Teams and studies the service-wide implications of their
suggestions. The Unit also closely monitors the
implementation of CSD Benchmarking Databank and
Smart-card Patrol Management System in all penal
institutions.

Relevant legislation under CSD's purview, departmental
standing orders and manuals are constantly reviewed
to bring in line with operational needs, as well as the
demand as arisen from the changing circumstances of
the community. In coordination with the Complaints
Investigation Unit(CIU), a comprehensive review of the
CIU Complaints Handling Manual is being undertaken
with a view to keeping the manual abreast with the
needs of the changes in prison management and as part
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of the on-going improvement exercise.

Inspectorate and Security Unit

The charter of the Inspectorate and Security Unit covers
the role of advisory and monitoring of custodial
activities with reference to current ordinances, rules,
regulations and departmental policies. In executing the
role, the Inspectorate Sub-Unit conducts announced
and unannounced inspections to correctional
institutions.

In 2005, the Inspectorate Sub-Unit conducted five full
inspections, nine thematic inspections and 13 follow-
up inspections at various institutions. Furthermore, 14
surprise visits to prisoners' outside work groups and 10
security checks on security installations and prisoners'
accommodation were conducted.

Since the accreditation and the two subsequent
surveillance visits conducted by the certifying body in
January and July 2005, the Quality Management
System, ISO 9001 : 2000 has been fully geared into
the inspection process and the inspection results
received extensive recognition internally and externally.

Alongside with the Inspectorate Sub-Unit, the Security
Sub-Unit operates a Central Intelligence Pool to collate
information collected by security officers at various
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A security staff member carries out routine checks and inspects the flush toilet and grilles.
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Routine and surprise checks play an essential role in plugging
smuggling of unauthorised articles into penal institutions.



institutions. Security intelligence and physical
searching play a crucial part to plug the smuggling of
contrabands, dangerous drugs, in particular, into penal
institutions. There was a total of 88 seizures of
dangerous drugs from prisoners in 2005, amongst which 81
cases 92% were intercepted at the prison threshold in the
first few days of admission to the reception centres.
Notwithstanding the accomplishment, the Security Sub-Unit
has been continuing with thorough security checking
programme, sanitisation process, random urine tests,
utilisation of advanced detection equipment and information
exchanges with other law enforcement agencies, etc. to
eradicate the smuggling of dangerous drugs into correctional
institutions which continued to remain practically drug-free.

Gambling amongst prisoners is another major security concern
and the Security Sub-Unit spares no effort to curb this activity.
Officers in the Unit are constantly carrying out proactive
measures, routine and surprised, to detect and stop prisoners
from gambling in any form. These actions have successfully
led to the seizure of a number of gambling paraphernalia and
betting notes. 272 prisoners were being disciplinarily dealt
with. We believe that deterrence of gambling activities is a
foundation stone for a peaceful and harmonious correctional
environment conducive to the rehabilitation of offenders.

Looking forward, the Inspectorate and Security Unit will
continue to upkeep the professionalism of its personnel
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through development training on subjects relating to security
intelligence, interview techniques and searching skills. We
are determined to eradicate any activity on illicit and subversive
activities inside correctional institutions.

Complaints Investigation Unit

The Complaints Investigation Unit (CIU) is an independent
establishment appointed by the Commissioner of Correctional
Services to handle and investigate all complaints within its
purview expeditiously, thoroughly and impartially under an ISO
certified system. The findings of the investigation are
examined by the Correctional Services Department
Complaints Committee (CSDCC). The CSDCC also serves
the dissatisfied parties with re-examinations of their aggrieved
cases while the Commissioner handles their further appeals.

As an initiative to continuous improvement, the various CIU
report formats were consolidated into one new format in
October 2005. The new format achieves the needs on the
protection of personal data of those involved in the course of
investigation.

Apart from its core businesses, the CIU also launches a training
attachment scheme to groom young Officers nominated by
institutions to undergo an attachment at CIU for a period of
two months. Three Officers completed the Programme this
year.
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To strengthen communication with front-line staff, the CIU delivered five talks to 99 middle managers
from institutions participating in the Management Development and Training Programme for Mid-
career Officers.

In 2005, the CIU received a total of 185 complaints lodged by inmates and the public. It also
handled 163 non-complaint cases which were resolved in accordance with the laid-down procedures.

In the year, the CSDCC had examined a total of 179 cases tabled by the CIU upon completion of
investigation. Amongst them, three allegations were found substantiated. The CSDCC also made

14 recommendations on corrective and preventive actions.

The satisfactory rating as reflected from the Customer Satisfaction Survey was over 90%. A statistical

breakdown is at Appendix 16.

HEETHRRERANERREEPHIEHR -
security check.
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Gambling paraphernalia seized by staff.
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Suspected dangerous drugs hidden inside a pair of shoes seized during a
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