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Youth Detention Centres 
	Principles and Standards

	The Model of Care (MoC) Instruction guides and supports staff to operationalise the MoC’s high-level principles. The Moc creates a rehabilitative and therapeutic environment within Youth Detention Centres, to support, build and nurture a young person’s skills and individual strengths, to enable rehabilitation, reduce reoffending and promote positive life outcomes. 
In the context of the MoC, the Commissioner’s Operating Policies and Procedures are developed in accordance with Western Australian legislation and consideration of the following national and international standards, guidelines to inform best practice:
· National Child Principles
· Department Standards and Guidelines
· Principles of Youth Justice in Australia (Australasian Youth Justice Administrators, 2019)
· Standard Minimum Rules for the Administration of Juvenile Justice 
· (“The Beijing Rules”) (United Nations, 1985)

	Privacy and Responsible Information Sharing Act 2024

	The collection, use and sharing of personal information obtained from prisoners, young people and other persons entering prisons or youth detention centres complies with the following requirements established under the Privacy and Responsible Information Sharing Act 2024. Refer to Public Information Privacy Statement and Privacy and Responsible Information Sharing.

· Lawful and fair collection – only collect personal information where necessary and lawful 
· Collection notices – inform people why and how their data is being collected 
· Relevance and minimisation – only collect information that is needed 
· Data quality – ensure information is accurate, complete and up to date 
· Openness and transparency – have clear privacy policies and practices 
· Access and correction – individuals can access and correct their information 
· Use and disclosure limits – only use/disclose information for authorised purposes 
· Identifiers – restrict use of government identifiers
· Anonymity/pseudonymity (where appropriate) 
· Data security – protect information from misuse, loss or unauthorised access
· Retention and disposal – destroy or de‑identify information when no longer needed.
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[bookmark: _Toc240872289]Scope
This Commissioner’s Operating Policy and Procedure (COPP) applies to all Youth Detention Centre (YDC) Custodial Officers and staff.
[bookmark: _Toc240872290]Policy
An effective request and feedback process enables the resolution of disputes, provides feedback, and presents opportunities to improve the management and/or care of young people in detention.
The Department shall ensure the process of submitting requests and positive feedback, as well as the process in which these submissions are responded to, shall promote confidence in young people. 
A request from a young person is an act of asking for something to be done or given. For example, a young person may request additional bedding or food items. 
Positive feedback is a positive expression by way of a compliment or a comment. Feedback may be utilised to discuss areas for improvement.
Complaints and negative feedback shall be addressed in accordance with COPP 6.6 – Complaints.
[bookmark: _Toc12363831][bookmark: _Toc12436177]The Superintendent (or authorised officer) shall ensure the process for submitting requests and feedback is easily accessible and understandable, with consideration given to young people with specific needs. YDC staff shall provide information on the submission processes in accordance with COPP 5.1 – Orientation.
Young people’s requests and positive feedback shall be progressed in a courteous and timely manner with respect, impartiality, natural justice and flexibility, ensuring progress updates are communicated to the young person. YDC staff shall ensure requests and feedback are managed in an open, receptive and transparent manner. 
Young people’s requests and feedback shall be addressed at the lowest level of authority possible. Should a young person not be satisfied with the resolution, they may submit an appeal or complaint in accordance with COPP 6.6 – Complaints.
The Superintendent (or authorised officer) shall keep a record of all requests and feedback and shall perform an annual review of the process in consultation with the YDC senior leadership team. For the purpose of this COPP, the primary authorised officer is the Manager Governance and Compliance.


[bookmark: _Toc240872291][bookmark: _Toc31709743][bookmark: _Hlk85100113][bookmark: _Toc216356025]General Information
Young people shall be issued an Orientation Booklet and have the requests and feedback process explained to them during the orientation stage in accordance with COPP 5.1 – Orientation.
The Superintendent (or authorised officer) shall ensure posters promoting the requests and feedback process are displayed in all accommodation units and other areas of the YDC attended by young people, at the Superintendent’s discretion.
[bookmark: _Toc12363833][bookmark: _Toc12436179][bookmark: _Toc13210552]A young person may make requests and provide feedback verbally or in writing.
The Superintendent (or authorised officer) shall ensure a system is in place to record all written and verbal positive feedback and requests, including the following (if applicable):
· Date of receipt and response.
· Actions taken.
· Communication with the young person.
· Outcome(s).
[bookmark: _Toc240872292]Submitting Requests and Feedback
[bookmark: _Toc240872293]Submitting verbal requests and feedback
Requests and feedback may be raised verbally to Unit Managers during unit meetings in accordance with COPP 6.9 – Unit Management and Timetables.
Requests and feedback may also be raised verbally by the young person to any YDC staff at any time. However, YDC staff shall encourage the young person to complete the Help Form (assisting the young person with reading/writing, if required).
If a young person is unable to complete the Help Form, YDC staff shall offer to transcribe the young person’s request or feedback onto the Young Person's Request, Complaint and Feedback form. Alternatively, YDC staff shall summarise the request or feedback in the young person’s Notes module on the Total Offender Management Solution (TOMS). This note shall include any action taken or assigned to other YDC staff.
If a young person raises an informal request or feedback (e.g., during a conversation), the YDC staff shall ask the young person if they wish to submit a formal request or feedback. The YDC staff shall assist the young person submit a formal request or feedback as requested.
All informal requests and feedback and all actions taken shall be recorded on TOMS in the young person’s Notes module as soon as practicable.
[bookmark: _Toc240872294]Submitting written requests and feedback
YDC staff shall provide assistance to the young person with completing the Help Form or Young Person's Request, Complaint and Feedback form as required.
[bookmark: _Toc12363832][bookmark: _Toc12436178][bookmark: _Toc13210555]Young people with English as a second language shall have access to translation services in accordance with COPP 5.1 – Orientation.
When making requests and providing feedback in writing, young people can choose one of the following methods:
· Submitting the Help Form directly to the Unit Manager 
· Submitting the Help Form or letter to the Superintendent via a confidential envelope (blue) and placing this in the secure privileged mailbox in their unit 
Mail in the blue envelope addressed to the Superintendent:
· is confidential and shall only be opened by the Superintendent (or authorised officer)
· [bookmark: _Toc12363846][bookmark: _Toc12436190][bookmark: _Toc13210558]shall be read by the Superintendent (or authorised officer) every weekday (excluding public holidays). 
[bookmark: _Toc12363847][bookmark: _Toc12436191][bookmark: _Toc13210559][bookmark: _Toc12363835][bookmark: _Toc12436181][bookmark: _Toc13210554][bookmark: _Toc13210560][bookmark: _Toc13210564][bookmark: _Toc13210578]Where practicable, YDC Security staff shall collect privileged mail daily from the unit mailboxes. Confidential mail shall be reviewed Monday to Friday daily (excluding public holidays).
[bookmark: _Toc234825740][bookmark: _Toc234825784][bookmark: _Toc234825741][bookmark: _Toc234825785][bookmark: _Toc234937354][bookmark: _Toc240872295]Peer support groups
There are a number of young people who are self-nominated or selected to become part of the YDC Peer Support Group. These young people are assessed and approved by senior YDC staff to provide support to other young people. 
Peer Supporters shall encourage young people to complete the Help Form or speak to their Unit Manager regarding requests.
[bookmark: _Toc240872296]Involving trusted adults
Trusted adults play a critical role in ensuring that young people are supported to make a request or provide feedback. Trusted adults include those both within (e.g., Custodial Officers, Senior Case Managers, Aboriginal Youth Support Officers) and external (e.g., parents, caregivers, extended family) to the YDC.
As trusted adults, YDC staff shall provide support to young people when making requests or providing feedback. If it appears that a young person is unable or unwilling to make a request or provide feedback due to certain barriers (e.g., fear, uncertainty, low literacy, etc.), YDC staff shall do so in line with this COPP on behalf of the young person. 
Where YDC staff act on behalf of young people, they should make every attempt to involve the young person in the process if that is their wish.
Where a young person makes a request or provides feedback on their own behalf, but it appears that they require additional support, YDC staff shall involve one or more trusted adults to provide that support and/or advocacy.
[bookmark: _Toc240872297]Aboriginal Visitors Scheme (AVS)
The Aboriginal Visitors Scheme (AVS) provides cultural contact and support for young people in YDCs. AVS staff do not provide financial, legal or medical support, but can make referrals to appropriate agencies. 
[bookmark: _Toc13210588]AVS staff are contactable 24 hours a day, seven days a week via the contact details below:
	Telephone
	1800 282 429 (free call) or 2# on the DTS

	Email
	AVS@justice.wa.gov.au

	Website
	https://www.wa.gov.au/organisation/department-of-justice/corrective-services/aboriginal-visitors-scheme


On-site visits to YDCs occur during AVS operational hours (weekdays 0700 –1700 hours) or as scheduled. AVS staff are also available for on-site crisis support, when required.
Young people may raise requests and feedback with an Aboriginal Visitor, who will record and escalate them in accordance with AVS procedures.
AVS staff will record which young people they visited, and any requests and feedback raised. 
[bookmark: _Toc13210589]AVS staff shall discuss requests and feedback with the relevant Assistant Superintendent at the end of their shift and before leaving site.
The Assistant Superintendent shall record the requests and feedback in the young person’s Notes module on TOMS including any investigation conducted, if required, and the outcome. 
[bookmark: _Toc13210590]The Assistant Superintendent shall notify the Manager Governance and Compliance of the request or feedback, action and outcome via email at BanksiaHillComplaints@justice.wa.gov.au. 
[bookmark: _Toc240872298]Addressing Requests and Feedback
Reasonable steps shall be taken to ensure a young person’s request or feedback is properly understood and, where applicable, investigated, including seeking additional information as required.
Negative feedback shall be recorded and actioned in accordance with COPP 6.6 – Complaints.
Requests and feedback shall be assessed on an individualised basis.
YDC staff aware of past or current requests from young people shall not discuss these with others unless there is a business need or legal requirement to do so. 
Where YDC staff are required to disclose a personal request, the primary consideration shall be the safety and wellbeing of the young person.
YDC staff shall remind young people of the above in an effort to maintain trust.
Requests and feedback submitted by young people shall be addressed at the lowest level of authority possible.
The receiving officer shall ensure that all formal and informal verbal requests and feedback are recorded on TOMS or in the Detainee Management File as soon as practicable.
The receiving officer shall ensure that all written requests received are placed in the young person’s Detainee Management File. 
Forms and letters shall be provided to the Manager Governance and Compliance via email at BanksiaHillComplaints@justice.wa.gov.au. 
If the receiving officer is unable to address the request or feedback, the Manager Governance and Compliance shall be notified via email at BanksiaHillComplaints@justice.wa.gov.au to action as appropriate.
Notifications to the Manager Governance and Compliance via email shall be documented in the young person’s Notes module on TOMS. 
All requests and feedback received by Manager Governance and Compliance shall be returned to the relevant operational area for action. 
The Manager Governance and Compliance shall ensure that: 
· receipt of the young person’s Help Form or letter is recorded on Content Manager
· the feedback, actions, outcome, response and applicable documents are recorded in the relevant folder on Content Manager.
YDC staff responding to the request or feedback shall ensure communication is maintained with the young person from receipt to the outcome and closure.
Responses shall be provided to young people in a child-friendly manner. This shall include, but not be limited to, the following:
· Writing a response in simple, child-friendly language that a young person can read on their own.
· Talking through a more difficult response with a young person to ensure they understand. 
An outcome and response to the young person shall be provided (where practicable) no later than 10 business days from the date of receipt.
Where this is not achievable, the respondent shall notify the young person in writing of the delay.
[bookmark: _Toc240872299]Appeals
Where a young person is not satisfied with the resolution of their request, YDC staff shall advise them that they can submit a complaint in accordance with COPP 6.6 – Complaints. 
[bookmark: _Toc240872300]Requests and Feedback from Parents, Caregivers and Other Support People
Parents, caregivers and other support people may submit requests and feedback via Administration of Complaints Compliments and Suggestions (ACCESS), the AVS, the Social Visits Feedback Form or YDC staff in accordance with the processes outlined in COPP 6.6 – Complaints.
[bookmark: _Toc240872301]Positive Feedback and Compliments
Young people’s feedback shall be documented on the Help Form and submitted to either Unit Managers or the Superintendent. 
Where a young person provides feedback, including a compliment, the Superintendent (or authorised officer) or relevant Assistant Superintendent shall provide the feedback to the person who is identified in the form. 
[bookmark: _Toc12363893][bookmark: _Toc12436240][bookmark: _Toc13210602][bookmark: _Toc12436241][bookmark: _Toc13210603]The Superintendent or relevant Assistant Superintendent shall notify the Manager Governance and Compliance of the feedback.
The Manager Governance and Compliance shall ensure that: 
· the young person’s feedback is acknowledged by the relevant staff/business area
· the feedback, actions, outcome, response and applicable documents are recorded in the relevant folder on Content Manager.
[bookmark: _Toc240872302]Evaluation of Requests and Feedback Process
[bookmark: _Toc12363899][bookmark: _Toc12436247][bookmark: _Toc13210609]The Manager Governance and Compliance shall ensure that quality assurance of the requests and feedback process (i.e., timeliness of responses, effectiveness of action taken, appropriate/child-friendly responses) is undertaken by randomly analysing a selection of Forms or letters responded to by Unit Managers, Senior Officers and Assistant Superintendents.
The Manager Governance and Compliance shall ensure that a report with a summary of findings is provided to the Deputy Commissioner Young People via the Assistant Commissioner Operations on a quarterly basis. The report shall include, but not be limited to, the following: 
· An analysis of trends in requests, and feedback.
· Feedback received from young people and YDC staff about the process itself.
Based on the above data collected, the YDC senior leadership team shall review the requests and feedback process annually. 
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	Term
	Definition 

	Aboriginal Visitors Scheme (AVS)
	The Aboriginal Visitors Scheme (AVS) comprises Aboriginal staff who visit prisons and youth detention centers around the state, providing support and counselling to Aboriginal people in custody.

	Authorised Officer
	An officer authorised by the Superintendent to conduct a function or activity from this COPP. This authorisation will be made in writing and recorded.

	Commissioner’s Operating Policy and Procedure (COPP)
	Operational Instrument that provides instructions to staff how the relevant legislative requirements are implemented.

	Complaint
	An expression of dissatisfaction made to or about an organisation, related to its products, services, staff or the handling of a complaint, where a response or resolution is explicitly or implicitly expected or legally required.

	Content Manager
	The Department's Electronic Document and Records Management System (EDRMS) used to capture, store and manage corporate records securely and in accordance with relevant legislation, policies and standards.

	Custodial Officer
	In accordance with section 11(1a)(a) of the Young Offenders Act 1994, a Custodial Officer is a person appointed as a custodial officer for non-administrative functions.

	Delegate
	An officer delegated a function in accordance with section 197 of the Young Offenders Act 1994.

	Department
	The department of the Public Service principally assisting the Minister in the administration of the Young Offenders Act 1994.

	Detainee
	Means a person who is accommodated in a detention centre as defined in section 3 of the Young Offenders Act 1994 or, a young person subject to a custody order or an interim or extended custody order under the Criminal Law (Mental Impairment) Act 2023.

For the purpose of this COPP, all references to ‘detainee’ will be replaced with the term ‘young person’.

	Feedback
	Providing an opinion on something.

	Officers and Employees of Particular Classes
	The following descriptions of classes of officers and employees are prescribed for the purpose of section 11(1a)(b) of the Young Offenders Act 1994 and regulation 49(2) of the Young Offender Regulations 1995:
a) Medical staff – persons who have undergone medical, nursing or health training and hold qualifications indicating successful completion of that training.
b) Teaching staff – persons who provide recreation or sports supervision, teachers, vocational trainers and social trainers.
c) Program support staff – counsellors, program facilitators and librarians.
Centre support staff – cleaning staff, laundry staff, gardening staff, vehicle driving staff, maintenance staff and hairdressers.

	Public Service Officer
	An officer employed in the State Government Public Service, subject to Part 3 of the Public Sector Management Act 1994, including such officers and other persons as are necessary to implement or administer this Act.

	Request
	An act or an instance of asking for something.

	Senior Officer
	A Custodial Officer who is substantive to this rank, or a Unit Manager, or Custodial Officer acting in the capacity of Senior Officer, appointed by the Chief Executive Officer with reference to section 11 of the Young Offenders Act 1994.

	Staff
	Any employee of the Department of Justice, Corrective Services, including a Public Service Officer, Custodial Officer or an employee of a particular class; and any contractor who provides services to the Department of Justice. 

	Superintendent
	In accordance with section 3 of the Young Offenders Act 1994, ‘The person in charge of a detention centre’

	Total Offender Management Solution (TOMS)
	The computer application used by the Department of Justice for the management of young people in custody.

	Trauma-Informed Care
	Trauma-informed care recognises that young people in detention are likely to have experiences of past trauma, and is practically based on the principles of four Rs: 
1. Realises the widespread impact of trauma and understands potential paths for recovery. 
2. Recognises the signs and symptoms of trauma in clients, families, staff, and others involved. 
3. Responds by fully integrating knowledge about trauma into policies, procedures, and practices. 
4. Seeks to actively resist re-traumatisation.

	Unit Manager
	A Custodial Officer substantive to this rank, or Custodial Officer acting in the capacity of Unit Manager, appointed by the Chief Executive Officer with reference to section 11 of the Young Offenders Act 1994.

	Young Person
	A detainee as defined in section 3 of the Young Offenders Act 1994.

Any young person who is accommodated in a YDC, or who is in the custody of a YDC. The term young person also describes someone who is alleged to be an offender, or who is remanded in custody prior to being dealt with by the Courts.

	Youth Detention Centre
	A gazetted detention centre declared by the Minister to be a detention centre to accommodate remanded or sentenced young people. Refer to section 13 of Young Offenders Act 1994.
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[bookmark: _Toc240872305]Related COPPs 
COPP 5.1 – Orientation
COPP 6.6 – Complaints
COPP 6.9 – Unit Management and Timetables
[bookmark: _Toc230247654][bookmark: _Toc235088077][bookmark: _Toc240872306]Related Documents 
· Australasian Youth Justice Administrators Standards, 2009
· Help Form
· United Nations (UN) Rules for the Protection of Juveniles Deprived of their Liberty
· Young Person's Request, Complaint and Feedback form
[bookmark: _Toc240872307]Related Legislation
[bookmark: _Toc230247656]Commissioner for Children and Young People Act 2006
Criminal Law (Mental Impairment) Act 2023
Health and Disability Services (Complaints) Act 1995
Inspector of Custodial Services Act 2003
Public Sector Management Act 1994
Young Offenders Act 1994
Young Offenders Regulations 1995
[bookmark: _Toc240872308]Assurance
It is expected that:
· The YDC will undertake local compliance in accordance with the Compliance Manual.
· The Young People Directorate within Head Office will undertake management oversight as required. 
· Operational Compliance will undertake checks in accordance with the Operational Compliance Framework.
Independent oversight will be undertaken as required 
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