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Executive Summary  
Since Prison Link first began offering services to prisoners' families, the prison population has fallen from approx 3000 in 1994 to around 1250 in 2005. Where previously the majority of individuals were in custody as a result of the Northern Ireland 'conflict',  the Good Friday/Belfast Agreement in 1998 and the subsequent 'peace process' has changed not only the number of persons imprisoned but also the nature of the offence[s] for which they were or are held in custody (i.e. on remand , or sentenced). There has also been significant change in the demographics of Northern Ireland as a whole. This can be partly explained by an increase in the number of individuals choosing to move to Northern Ireland as a consequence of European Union enlargement
 in relation to free movement of workers across and between member states. Another factor influencing demographics is the increase in the number of individuals and families fleeing from, for example, political and/or religious persecution in their birth country and seeking refugee or asylum status in Northern Ireland. Where individuals in the latter two instances find themselves in custody (either as a consequence of having committed an offence, or because Northern Ireland is the only part of the UK in which asylum seekers are held within the prison system
) not only is there the 'normal' shock and distress of a relative or friend's imprisonment, there is also the added stress of language barriers and heightened isolation in a new country. 
Thus the current prison population is primarily made up of those who are on remand or sentenced for offences that are no longer paramilitary or conflict related.  The particular significance of this is that prisoners and their families are now viewed very differently, especially by the communities from which they come. Informal and anecdotal feedback from prisoners and families themselves suggests that whilst previously having a relative or friend in prison for offences related to the conflict did not, in the eyes of many communities, stigmatise a family
 this is no longer the case. In the past many such families could access support from specific affiliated welfare organisations (although services were also available from Visitors' Centres at the prisons via voluntary sector providers such as Save the Children, Quakers and NIACRO).  In recent years however as fewer individuals are imprisoned for paramilitary/ political' offences, support services for families provided by the respective affiliated welfare organisations has diminished and now, to a large extent, Prison Link and a small number of other specialist voluntary/ community organisations are the principal sources of support for prisoners' families. 
Clearly, the original Prison Link project has had to react to a range of dramatic political and social changes. Whereas previously there has always been demand for accurate, up to date practical services there is now significant and growing demand for social and emotional support. For example, although research projects carried out in other countries described the stigma and social isolation of families of prisoners, this was generally an uncommon phenomenon during the period of the 'conflict'. Post 'ceasefire' however, it is increasingly becoming the 'norm' in Northern Ireland. Prisoners' families are now often put under pressure to move house and schools, are isolated by their families and communities, are treated negatively by mainstream services, suffer severe financial hardship and find visiting prisons or the juvenile justice centre a humiliating and shameful experience. 

The evidence from this study also suggests that Prison Link needs to develop new and innovative ways in which young people in particular can access information on its services. The growth in computer technology and literacy, coupled with mobile phone technology, now means that a new generation of prisoners and their families need information on project services but in electronic or SMS text formats
. Finally, as referenced above, given the increasing number of foreign nationals living in Northern Ireland a particular challenge will also be to provide such information in a variety of languages and formats for use by prisoners and their families/ children whose first language is not English. 
 Key Findings 
The key findings that have been summarised below relate to user feedback and comment in relation to four distinct themes: overall perceptions of existing Prison Link services; satisfaction across project services; suggestions for service development; and key issues of concern in relation 
to the prison visiting experience itself.
(i) Overall user perceptions of current services
· Almost 60% of all those interviewed had heard of Prison Link 
· Approx 1 in 5 respondents were visiting an establishment for the first time

· Over 70% of those who participated in the survey had children.

· Three out of every 4 respondents stated that they had received either the Prison Link information pack, or been contacted by a Prison Link and/or probation officer.
· Respondents overwhelmingly identified up to date details on prison visiting and the prison system itself as the most important information Prison Link should provide, followed by when and where they could access transport to the respective establishments

· Almost a third of responses confirmed that the 'crisis' period when information is needed most is on arrest, and where bail has been denied and the individual is remanded
· Everyone contributing comments felt that information should be available in Visitors' Centres. Again reflecting the importance of access to information at the earliest possible stage, courts and solicitors' offices were identified as key locations "solicitors should have the information so that they can inform the family what help and assistance is available through Prison Link". Similar sentiments were also expressed in relation to information being made available in police stations. 
(ii) User satisfaction across current services 
· Almost two thirds of those who contributed feedback on the usefulness of the Prison Link information pack rated the materials provided as either 'useful' or 'really useful'.
· Of those contributing feedback to the question,  over 98% ascribed positive descriptors to Prison Link 
· When asked, almost 95% of those responding to the question reported that they were either 'satisfied' or 'very satisfied' with the service[s] they had received from Prison Link.
· Transport was regarded as the most useful service, with respondents stating that it was both reliable and good value for money. Several commented specifically on how helpful the minibus drivers had been.
·  A number of respondents stated that transport from areas like Armagh, Dungannon and Cookstown should be increased as these areas were perceived to be less frequently resourced for visits to Hydebank Wood/YOC
· When asked if they would recommend Prison Link to others, almost 80% of those who responded to this question indicated that they would do so 
· In some instances whilst respondents thought home visiting/ home based child care were very useful services, they did not personally feel comfortable about "anyone calling out to the house".
(iii) User suggestions for service development 
· Respondents felt that counselling and in particular 'stress' counselling services (for, in particular, parents and other siblings) could be further developed

·  A number of respondents felt family relationship counselling both during imprisonment and post release should be made more available 
· There were significant levels of support to provide services 'out of office hours', for example in the evenings or at weekends. 
· An out of hours helpline also attracted support from a minority of respondents.

· When asked if they were aware of ways in which they could make Prison Link aware of their views and comments, or indeed if they had a problem or complaint, none of the respondents reported awareness of either the Prison Link feedback or complaints procedures
· A number of respondents suggested that information should also be made available in electronic formats such as the internet and using SMS text messaging. 

(iv) Key issues of concern for users
Although outwith the remit of this report to make recommendations in relation to 'prison specific' issues, a number of the concerns have nonetheless been listed below for further consideration. 

· Better visiting facilities for elderly and disabled visitors

· Support/help on how to deal with  prison bullying 

· No toilet /facilities in visits area for children.

· Better communication between the prison and visitors centres

· Improve visiting facilities at Hydebank Wood/YOC, for example seating arrangements, availability of sandwiches/ soft drinks 

· Access to "healthy food" whilst on a visit 

· Some sort of practical assistance to meet prisoners needs e.g. getting clothes into prison - difficult when we work during week

· System for getting into prison visit is slow, often lose valuable visiting time 
· Some-one based in the visitors centre, support for after the visit

· Free phones in visitors' centre as some people do not have access to money.
Recommendations 
The recommendations listed below have also been grouped under 5 key headings: developing existing services; identifying and responding to unmet, new or emerging need; providing accessible, accurate, up to date and relevant information; promoting future services; and increasing user feedback and involvement 

Developing existing services 

1. Visitors' Centre staff (including staff employed by agencies other than NIACRO) should have the opportunity to meet together on a regular basis to discuss issues of common concern, share experiences and contribute to the wider debate on issues affecting prisoners' families and prison visiting.
2. Mini bus and volunteer drivers should be part of the Prison Link team. Such individuals have a key function in relation to their interaction with families and should be supported with appropriate training and opportunities to participate in both formal and informal information exchanges and update sessions on prison visiting and related issues.

3. Consideration should be given to having a number of trained volunteers travelling either on visitor buses, and /or providing volunteer transport to connect with the Prison Link bus from outlying or non serviced areas.  Benefits could be threefold:
a) if the volunteer him/herself had experience of visiting a friend or relative in custody, this could be shared with other passengers; 

b) the volunteer would be well placed to understand visitors' needs and to relate these to the services available from Prison Link; 

c) for those who were interested in doing so, it might be possible to offer some sort of NVQ or other accredited training to such volunteers which might enhance their personal and/or employment circumstances.

4. Given the levels of stress reported by families and friends in terms of the prison visiting experience, especially for 'first time' visitors, consideration could be given to offering a time limited 'buddying' or 'mentoring' type arrangement over a defined period, perhaps by pairing an 'experienced visitor' with someone for whom the entire prison experience is new and bewildering. 

5. Conversely it might also be possible, subject to security considerations, for volunteers with experience of prison visiting to be part of induction seminars etc held in the respective establishments to make prisoners' more aware of the needs of their families/ friends who visit them (this was suggested by one respondent who felt that someone who had gone through the experience themselves was likely to be regarded as more 'credible' by prisoners etc). 
Identifying and responding to unmet, new or emerging need
6. The remodelled project should continue to develop new and innovative ways to help children understand and deal with their feelings about the imprisonment of a parent.
7. Prison Link should regularly survey users to ensure that existing services are both necessary and appropriate, and to identify potential gaps and /or emerging needs.
8. An area requiring a specific service response is the number individuals currently in custody for whom English is not the first language. As the costs associated with interpretation and translation services can be significant, relative to the numbers of individuals/families requiring them, it is recommended that Prison Link explore the possibility of 'sharing' such services with other organisations.  
9. Whilst 'support groups' have been provided by Prison Link  since its inception, it may also be worthwhile piloting time limited focus group type events concentrating on specific topics and /or for specific age groups or relationships with the prisoner. For example, issues affecting the parent/s of a prisoner could be significantly different from those affecting his/her partner and different again for his/her children.
10. With the move away from the original project name 'Prison Link', the project should become more proactive in terms of the support available to families post 'prison'. The new 'Family Link' project will be well placed to contribute to the NIPS Resettlement Strategy by continuing to work alongside families (who wish to continue their involvement) once their relative or friend is released.

Providing accessible, accurate, up to date and relevant information 
11. Prison Link should explore options for web based information and forum based messaging system, and maximise all media and formats through which services could be promoted. A web based information application and forum based messaging system would facilitate 
a) almost instant updating of project/ service information 

b) security of information (logons and passwords could be issued) 

c) the ability to trace users 

d) cost savings  - low maintenance, limited training required, editing time short

e) accessibility  - could  be used from anywhere with Internet access 
12. Enhanced use of ICT could, as suggested above, offer an innovative initiative around which to launch the remodeled Prison Link project. In this context it may also be useful to consider developing a 'virtual' visit which relatives and families could access via an internet link ahead of their visit etc. 
13. An electronic information point could be provided in each of the visitors' centres attached to the respective institutions where centre staff could assist visitors (requiring assistance) to navigation the 'Prison Link' site and to download/ print out the necessary information. 
14. It might also be worthwhile exploring the possibility of developing some sort of secure interface whereby the prisoner could access a personal email account, and thereby send and receive emails from family members. This could be especially significant in relation to contact between the imprisoned parent and his/her children, the vast majority of whom are taught 'computer studies' as part of the school curriculum. Such an initiative might also provide an effective incentive for prisoners to undertake the computer training classes offered in prison, as part of the NIPS Resettlement Strategy. Clearly such a development would need to be the subject of an options appraisal exercise, with particular emphasis on security considerations, similar perhaps to those currently under consideration in relation to internet voting.  

Promoting future services

15. Whilst the remodelled project will clearly want to undertake comprehensive promotion of its services, the staffing quota [within the remodelled project] will need to be sufficient to meet the demand created by any increase in project awareness etc.

16. Particular emphasis should be placed on ensuring 'first time' visitors have access to appropriate and timely information. In line with best practice principles such families should, in the first instance, be contacted personally by telephone to explain the range and nature of the support available should they wish to avail of it. 

17. With respect to families wishing to get in touch with Prison Link themselves, it is recommended that brief details about how to contact the project, and the services available, should be given to all visitors on their first visit. This information should be kept short and concise and consideration could be given to producing a credit card sized 'business card', listing the types of service available, and telephone, internet and SMS text numbers. 

18. Both recommendations above are likely to be the most effective ways in which visitors can be alerted to the support available to them. However, implementation of both is dependent on effective, 'joined up' working across and between the prison, probation and the project itself. It is recommended therefore that one of the priority tasks for the new project will be to critically evaluate procedures and/or mechanisms for the exchange and sharing of information across and between the above 'key players' at each establishment. 

19. As well as raising awareness of and access to the services available, the remodelled project will need to establish effective monitoring and review systems to 'follow up' all those with whom the project has ongoing contact. 
Increasing user feedback and involvement
20. It is recommended that Prison Link Introduce and promote awareness of a Visitors'' comment book in each establishment
21. The project should also consider making flip charts and pens available in each [Visitors'] Centre on which visitors could record their feelings or thoughts before the visit (in one column) and afterwards (in a second column).   
22. It may be worthwhile having a monthly topic on which visitors are invited to submit ideas and make suggestions. This could perhaps be linked to a draw in which the individual submitting the best suggestion could be awarded a prize
 (e.g. voucher for e.g. Tesco, Sainsbury's, mobile phone top up etc, or voucher allowing them £5 worth food/drink in a Visitors Centre etc). This could perhaps encourage feedback and help test user opinion on any proposed changes or new developments affecting services. 

1.0 Introduction 
1.1 Survey context
A review of the Prison Link project has taken place over the past year, leading to some important decisions being taken about the future of the service. Principal amongst these are that:
·  from April 1st 2006 NIACRO will become the lead managing agency for Prison Link
 with the Probation Board for Northern Ireland continuing as a partner, but withdrawing their current staff input 
·  the project will be extended to deliver services at the Juvenile Justice Centre
 which currently has about 150 young people in custody per year, between 25% and 30% of whom are sentenced. 
To ensure that the range of services to be offered through the re modelled project address user need, NIACRO commissioned Jan Wright Consulting to undertake a survey of visitors at HMPs Maghaberry and Magilligan, Hydebank Wood and Young Offenders Centre [YOC] and the Juvenile Justice Centre in Bangor. The user feedback obtained through this survey will inform and influence how NIACRO develops, tailors and promotes future services to be delivered through the project. 

The remainder of this section briefly reviews the role and function of NIACRO, and the context and origins of Prison Link. Part 2 focuses on survey methodology, whilst part 3 analyses the feedback data obtained. Part 4 sets out a series of conclusions and recommendations.
1.2 NIACRO 
NIACRO is a non governmental, voluntary sector organisation working in the criminal justice field for over 35 years, with the mission of reducing crime and its impact on people and communities. During that time the organisation has engaged directly with the criminal justice system and its related agencies across Northern Ireland including, probation, voluntary and community groups, police, the courts and prisons. NIACRO’s work also involves the organisation in direct frontline interaction with the most disadvantaged communities and many of society’s most marginalised groups such as prisoners’ families, ex-prisoners and offenders, victims, young people at risk and young people excluded from their communities. In the organisation's current Corporate Plan for the period 2003 to 2006, core business objectives relate to:
· Working with Children and Young People Who Offend
· Providing Services to Families and Children of Offenders 
· Supporting Offenders and Ex-Prisoners in the Community
· Working with Prisoners 
NIACRO is committed to working in partnership with other agencies, and Prison Link is a longstanding example of this approach.
1.3 Prison Link 
The Prison Link project has been a partnership between PBNI and NIACRO since 1987 providing a range of services to the families and children of prisoners, the primary objective of which being the maintenance of appropriate family contacts during the period of imprisonment.  Established on a pilot basis in the Derry/ L/Derry area the project was introduced across Northern Ireland in 1988.  The focus of Prison Link was to contact families as soon as possible following committal and to offer services and advice. In the mid 1990s the service expanded its focus to include prisoners’ children as a result of the Farringdon research
 that evidenced that almost two out of every three male children who had a father convicted of an offence were likely also to gain a criminal conviction. This statistic rose to 93% where both mother and father had convictions.  
In 1994 the Social Services Inspectorate [SSI] undertook An Inspection of Services provided or secured by the Probation Board for Prisoners’ Families. The report concluded that during the time a relative is in custody a family is seen to need three kinds of service which can be broadly categorised as:
· information and advice about some aspects of the criminal justice process in general and prisons in particular; 

· practical services which can assist the financially impoverished family to maintain contact with an imprisoned relative and at the same time sustain itself; and

· personal support for, and relief from, acute emotional pressures which often attach to enforced separation by imprisonment.
1.4 Service provision
Prison Link is the only support service for families of prisoners that is based on a universal offer of service to all families. Initial contact is dependent on information from the prison at committal being communicated to the Prison Link team quickly.  This process is managed by Probation in the prisons.  As part of each prisoner's committal interview s/he is asked if his/her details can be passed to Prison Link who in turn forward information packs to the next of kin/family, the contents of which include: 

· details of visiting arrangements at the respective establishments

· summaries of , and contact numbers for, the range of support services available

· timetables outlining the availability of transport to and from prisons. 
· Information on specific support, such as childcare in the home for families who would otherwise be unable to visit a relation in custody 
· contact details for welfare advice services 
· the availability of individual and group support, as well as social activities and respite breaks for prisoners’ families. 
2.0 Survey Methodology 

2.1 Survey objectives 
The survey was initiated by NIACRO as the organisation wished to consult service users to ensure that any change[s] to the current Prison Link project addressed their needs, whilst continuing to achieve value for money for funders.  Respondent feedback was sought to 

· gauge levels of awareness of the Prison Link project and the services offered to families

· identify satisfaction ratings with current services

· identify potential improvements to existing services

· identify gaps in service delivery 

· identify opportunities to maximize targeting and promotion of project services 
· gauge support for a name change. 

2.2 Questionnaire design 
All those visiting HMPs Magheraberry, Magilligan, Hydebank Wood, the YOC and the Juvenile Justice Centre between Tuesday January 17th 2006 and Sunday January 22nd 2006, were invited to complete the questionnaire by the team of approx 20 volunteer interviewers. In total, 258 respondents completed the questionnaire.

Appendix 1sets out the questions posed, which included both open and closed questions: some closed questions were multiple choice, others invited semantic differential or Lickert scale responses. Informal feedback was also obtained from the volunteer interviewers who contributed comments on, inter alia, the survey questionnaire (e.g. occasions where it had been difficult or not possible to fully record the feedback obtained within the structure of the questionnaire), or where they as the interviewer wished to record observational feedback, comments and/or perceptions on administering the survey.
2.3 Sampling 
Visiting arrangements vary across the respective establishments and on whether or not the individual is being held on remand or is sentenced. There are currently no visits in Northern Ireland prisons on Mondays. 
Although this survey can only provide a snapshot of the views and opinions of relatives/friends visiting a prisoner at a given point in time, it is nonetheless statistically significant in relation to the average [weekly] number of visits to prison establishments in Northern Ireland. Statistics provided by the Northern Ireland Prison Service indicates that in the calendar year 2005, approx 20,000 visits took place across the establishments at which respondents were interviewed. In the period January 17th and January 22nd 2006, 250 individuals participated in the survey in visitors' centres attached to the establishment they were visiting. This represents approx 65% of the average weekly number of visits
. The sample is therefore representative of almost two thirds of those using visitor centres pre or post visiting a relative or friend in custody.
 Indeed it is possible that the sample's statistical significance is greater still given that the week during which the survey took place is 'traditionally quiet' (as more visits may have taken place immediately before or just after xmas, families may have had less money available to undertake a visit given additional expenditure over xmas etc). 
There are, on average, between 20 and 30 individuals held in the Juvenile Justice Centre at any given time. Visiting arrangements in the JJC differ from those in operation at the YOC and the adult prisons. As there is currently no Visitors' Centre at the JJC, the NIACRO worker contacted families due to visit during the survey week and asked if they were willing to participate. Five visits were booked to take place and two families completed the questionnaire.
3.0 Respondent Feedback
3.1 Data analysis 

The survey results were analysed using SPSS tables.
3.2 Respondent Profiles
Questions 1-3 sought to profile respondents and establish whether or not they had heard of Prison Link. The number of individuals for whom this was the first visit to prison / the JJC is set out below.
[image: image1.emf]Is this your first visit to Prison/JJC?

11

18

5

1

7

42

86

84

36

1 1

208

0

50

100

150

200

250

YOC Maghaberry Magilligan JJC Home Total

Yes

No


Approx 97% of all those interviewed completed this question. Of these, almost 1 in 5 respondents were visiting an establishment for the first time, and over 70% had children. The bar chart overleaf quantifies the latter, by establishment visited.
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3.4 Respondent awareness of Prison Link 
Question 3 sought to elicit information regarding respondents' levels of awareness about the Prison Link project. Almost 60% of all those interviewed had heard of Prison Link. 
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When asked how they had found out about the project, 3 out of every 4 respondents stated that they had received either the Prison Link information pack, or been contacted by a Prison Link and/or probation officer. Others had either picked up a leaflet at court, or had been told above the service by other family/ friends. In two cases, visitors were themselves ex-prisoners whose families had also used Prison Link.
3.5 Respondent feedback on Prison Link information materials 

The questions in part 5 invited respondents to rate the material contained in the Prison Link pack in terms of whether or not it addressed their information needs. 
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Almost two thirds of those who contributed feedback on the usefulness of the Prison Link information pack rated the materials provided as either 'useful' or 'really useful'. Notwithstanding the majority of responses suggested that the information provided was clear and understandable, a minority of respondents indicated that they had not opened / read it (approximately 1in 5 responses). When such responses were followed up, factors such as the initial shock and distress of having a relative or friend imprisoned had meant that the respondent had been "unable to take any of it in" and would have preferred someone calling out and talking them through it. In one case the respondent was unable to read or write. Just over 10% rated the information as 'not useful'. As above, this finding should also be treated with caution as in a follow up question exploring the reasons for the response, a significant number of respondents indicated that this was because the service was not relevant or applicable to their individual and//or family circumstances. 
With regard to information specific to individual services, transport was regarded as the most useful, although a number of respondents stated that transport from areas like Armagh, Dungannon and Cookstown should be increased as these areas were perceived to be less frequently resourced for visits to Hydebank Wood/YOC.  Overall however, respondents regarded the transport service as both reliable and good value for money, with several commenting in particular on how helpful the minibus drivers had been. Personal and/or family support and welfare rights advice were also highly regarded. A small minority of respondents advised that they had not received information about Prison Link. As such, a key priority for the remodelled project will be to establish a system to ensure that "everyone receives info on Prison Link services", especially all 'new visitors'. 
Respondent comments regarding the usefulness of Prison Link services included: 
	· Information was very informative, help was offered and [I] was given opportunity to avail of this without any pressure.
· I have seen the leaflets and they don't make sense to me. There is too much info and hard to read

	·   Telephone support - [I] had numbers to get in touch with family liaison officer and they knew 
    what I was talking about.  
·    Welfare advice helped with assistance to get up to the prison.

	· Would need better transport from Dungannon to Hydebank Wood every week instead of every month. Need transport from Cookstown -via-Coalisland -Dungannon

	· Find transport difficult to use with pram.

	· Good quality , always returned call

	


3.6 Respondent feedback on using Prison Link services 
Question 6 then asked respondents to rate their experience of having used any of the Prison Link services. Of the total responses to this question, almost 50% of those with experience of using Prison Link felt that the service/s they had used had either been 'useful' or 'very useful'.
· Without the transport I would have no means of visiting
· Volunteer transport on my first visit was very helpful. I then joined a support group
· Getting my benefits sorted and someone to talk to meant a great deal to me and my family.
· Getting proper information on the prison
Just over 46% of responses were categorised as 'never used' and whilst it is possible that, as previously, this could be related to issues of relevance it is nonetheless worthy of further investigation to identify whether or not there are any unintentional or unanticipated barriers to uptake. For example, a small minority of respondents reported that they "never knew Prison Link existed" and one respondent stated that she felt "no-one could help her situation". Whether or not such responses imply that the information or advice provided through Prison Link had been insufficient, inaccessible or unhelpful is not clear. It is possible too that, in the case of the respondent who perceived her situation to be beyond 'help', the response may have been influenced by feelings of despair or frustration with having a relative or friend in prison. In either case, as it was not within the scope of this survey to probe responses of this nature, there would appear to be scope for further investigation as part of the project remodelling. 
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Only 5% of responses were recorded as 'not useful'. Analysis of the feedback in this category again suggests that this is most probably related to individual need/ circumstances such as adult children, own transport or not in receipt of state benefits, although again a small minority of respondents reported that they were unaware of the project
3.7 Respondent rating of individual services provided by Prison Link

The series of questions in part 7 sought to explore which of the package of services offered by Prison Link had been most or least useful, and whether or not having used a particular service[s] a respondent would choose not to use it again. Two further questions were also asked in this part in relation to services that respondents felt they would never use. The final question focussed on which Prison Link service/s respondents felt sufficiently positive about to recommend to others.
Almost 80% of responses to this question indicated that respondents would recommend Prison Link services to others. The key significance of this statistic is that whilst a number of respondents reported that they would 'never use' a particular service the overwhelming majority would nonetheless recommend the services to others. When asked to reflect on why they would do so, almost a third of all those who completed this question contributed additional comments. The majority of those who did so cited 'service reliability', 'value for money' (in terms of transport) and the supportive and non judgemental character of the project / staff. Comments included: 

· Providing good information and support, feel like i am not alone in coping with this

· Staff are very efficient and understanding you are treated like a human being it was good for me and partner to know there was someone I could relate to
· The people in the visitors' centre where I got the information were very helpful.  I had never been to a prison before and help was appreciated.
·  I could not visit my son regularly without Prison Link transport

When asked to elaborate further on the reasons why they would never use a particular service[s]
responses were principally related to respondents' not needing the particular service e.g. family based childcare not relevant as all respondent's children were adults. (This was balanced however by respondents for whom the home based child care had been especially helpful "I found that the baysitting was extremely helpful to me and the children loved the babysitter which made leaving them while I visited much easier for me".) In another case, a respondent thought the actual home visiting/ home based child care to be very useful services but did not personally feel comfortable about "anyone calling out to the house". Another reported that she would "use them all if I needed except the home based childcare" although it is not possible to say if this respondent was also reluctant to have a member of the Prison Link team calling out to the home.
Additional comments on respondents' personal experiences of a Prison Link service[s] included: 
	· Corrymeela support group was great…..but there's also a big need for. support for families [when the prisoner] is released

	·   This was my first experience of having someone in trouble and the advice was really helpful.  They pointed me in the right direction.

	·     Being part of one of the groups helped me.  I found I was able to share my troubles with others who understood me and what I was going through.

	· I was able to go to court etc - I have a disabled daughter and felt as if I had two secure arms helping me along.  Always there, always caring.

	· There was always someone I could phone or ask to visit me at my home if me or my husband needed to talk… they were always a great help.


	Although only 5% of those responding to this question 'would not use a service[s]again', it will be important to ensure that the remodelled project identifies and promotes clear 'feedback and/or complaints procedures.



3.8 Perceived gaps in Prison Link services
Respondents were then invited to identify other services they thought should be provided through Prison Link. Suggestions included extending the current transport provision to include additional pick up locations (i.e. Strabane, Dungannon, Cookstown, Armagh) and availability of transport at weekends. Counselling and in particular 'stress' counselling (for, in particular, parents and other siblings) were also suggested, as was family relationship counselling both during imprisonment and post release. A number of respondents felt that visitors would use some of the services more frequently if they were available at different times, for example in the evenings or at weekends. An out of hours helpline also attracted support from a significant minority of respondents. Additional suggestions included:  

· Some way of making sure people get up to date information about the prison/ prison visiting 
	· More family liaison work so that the prisoner can have contact with his child when there are relationship difficulties

	· Help prisoners when they come out….information on housing rights  

	· More transport…… maybe at weekends

	· Counselling for parents {with child in custody] ……for partners and children [where prisoner a parent]

	·    'Shock' counselling 

	· Special service …..first 24 hours in are the worst……and on release too as prisoner and family need help to adjust 

	· Prison visits area should be more child and disabled friendly…. and for older people visiting too  

	· Help, advice and support on how to deal with younger children and teenagers [where a sibling is in custody] 


3.9 Respondent satisfaction ratings
Question 8 was concerned with satisfaction ratings with respect to Prison Link services overall. 
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Of respondents who answered this question, almost 95% reported that they were either 'satisfied' or 'very satisfied' with the service[s] they had received from Prison Link.

"I didn't know where to go for help.  Without Prison Link I don't know how I would have managed.  They were great …there was a human being knowing exactly what you needed to know"
Six respondents (approx 5%) were neither satisfied nor dissatisfied: in each case these respondents had only recently had a relative/ friend taken into custody and had not used any of the services. Two respondents were very dissatisfied. One reported s/he was dissatisfied that transport provision from Armagh was only offered on a weekday rather than at weekends, and the other felt that the information s/he had received was inadequate and would have preferred someone to have contacted him/her to explain the range of help available.
3.10 Complaints and Feedback
Respondents were then asked if they were aware of ways in which they could make Prison Link aware of their views and comments on services or indeed if they had a problem or complaint, how this could be addressed. None of the respondents reported awareness of either the Prison Link feedback or complaints procedures. Clearly awareness of, and access to appropriate policies and procedures in terms of both user feedback and/or complaints will need to be priority actions within any remodelling of the current Prison Link project. 
3.11 Respondent perceptions of Prison Link 
Question 10 presented respondents with a range of words and phrases to describe Prison Link and asked them to tick those they felt best described their particular experience of the project. 
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Of the total responses recorded in relation to this question, the overwhelming majority ascribed positive descriptors to Prison Link. Respondents were also invited to contribute words or phases of their own to describe the project. Suggestions included: 
· Probably could have been of help but at the time of imprisonment felt that no-one could help

· Please keep a doing what you are doing

· The girl who called out really seemed to understand what i was going through
As previously, those expressing negative opinions appeared to do so because they had not been "aware of its services" and because they perceived services had not always been "available at crucial times such as the beginning and end of time in prison, and on release". 
3.12 What sort of information should Prison Link provide? 
The questions in part 11 were designed to elicit respondent feedback on the sorts of information the project should provide, and when and where this should be made available. Firstly, respondents were invited to think back to when their relative or friend was committed (either on remand or sentenced) and to consider the sort of information s/he felt would have been of most use at this time. 
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Respondents overwhelmingly identified up to date details on prison visiting and the prison system itself as the most important information Prison Link should provide, followed by when and where they could access transport to the respective establishments. Need for telephone advice and/or support were also predominantly related to accessing details of prison visiting and transport arrangements. Practical services such as advice on finance (e.g. the 'assisted visits') and/or related welfare benefits etc were also ranked highly. Again although respondents appeared to value personal and/ or childcare support it is possible that ratings of these services were influenced by their relevance to the individual, e.g. respondent may not have had personal knowledge as s/he had adult children, his/her own transport etc . However, in some instances respondents' comments may have been influenced by reluctance to have staff calling to the home "I think home visits can negatively affect children in the family and stigmatise family in [their] street".  Obviously such perceptions and feelings will need to be addressed when considering how staff in the remodelled project, contact families outside of the prison visiting environment. 
Having identified the sorts of information needed, respondents were then asked when they thought people needed this information most.
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Almost a third of all responses to this question confirmed that the 'crisis' period when information is needed most is on arrest, and where bail has subsequently been denied and the individual is remanded. Given the differences in terms of visits, parcel allowances etc between remand and sentenced prisoners, respondents felt strongly that accurate up to date information at both these stages was also vital.  It is highly likely that responses to this question were influenced by respondents' personal circumstances (i.e. the relative or friend was recently arrested and being held on remand etc). As such it is likely that fewer responses supported the need for information on release as this was not an immediate prospect. 
The next question presented respondents with a series of possible locations at which Prison Link information could be made available and invited to comment on the accessibility of each.
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Everyone contributing comments felt that information should be available in Visitors' Centres. Again reflecting the importance of access to information at the earliest possible stage, courts and solicitors' offices were identified as key locations "solicitors should have the information so that they can inform the family what help and assistance is available through Prison Link". Similar sentiments were also expressed in relation to information being made available in police stations. 

In addition to the locations above, respondents were invited to identify other appropriate locations at which information should be available. Suggestions included: 
· On Prison Link buses
	· In bus shelters [Translink/ Ulsterbus/Adshel]

	· In Advice Centres

	· In the  prison

	· In public libraries

	· In post offices
· In DHSS offices 

· In schools and youth clubs
· In hospitals, particularly Accident and Emergency

· Free phone helpline

· By mobile text or on internet website /via email 




It is interesting to note that a number of respondents identified electronic formats as options  the benefits of which, in terms of cost and updating information, are discussed in detail in report 'Conclusions and Recommendations'. Bearing in mind the nature of the experience of having a relative or friend in prison or youth custody, respondents were then asked to identify the way in which they thought Prison Link should get in touch. 
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The majority of respondents preferred to be contacted by telephone, followed by letter, home visit and through the visitors' centre. Whilst support for contact by 'calling out' appears to be at odds with earlier responses noting reluctance to have project staff coming to the home, it is possible that the initial shock of having a relative or friend taken into custody may have superseded such feelings. A number of respondents reported feelings of being "overwhelmed" and being "unable to take anything in" and as such welcomed the opportunity for someone to visit and explain the support available to them. In another case, the respondent was unable to read. It is possible that respondents viewed 'calling out' as a one off activity, and as such less likely to identify their circumstances in the community than repeated home visits might.

Responses to question 12 (an open ended question) afforded respondents the opportunity to record any additional comments, opinions or concerns. Direct quotes have been summarised and grouped by the following two themes: issues affecting the prisoner and prison visiting
, and issues to be addressed under remodelling of Prison Link.
	· Issues affecting the prisoner and prison visiting 

· Better visiting facilities for elderly and disabled visitors
· Support/help on how to deal with  prison bullying 
· No toilet /facilities in prison area for children.
· Better communication between the prison and visitors centres
· Improve visiting facilities at Hydebank Wood/YOC, for example seating arrangements, availability of sandwiches/ soft drinks 
· Access to "healthy food" whilst on a visit 
· Some sort of practical assistance to meet prisoners needs e.g. getting clothes into prison - difficult when we work during week
· System for getting into prison visit is slow…. often lose valuable visiting time as a result 
· Some-one based in the visitors centre, support for after the visit
· Provide a free phone in visitors. centre, as some people don't have access to money
· Issues for Prison Link 

· This is my third time at Hydebank Wood/YOC  only just found    out about Prison Link…..didn't know anything about prisons and have struggled  

· Provide housing information advice
· Someone from Prison Link based in the visitors centres

	· Telephone service could be better, more transport needed at weekends.  
· Home visits and support groups in the evenings

	· Lack of information when my son was sentenced we didn't even know where he was being taken to.  All information had to be sourced by ourselves and arrived to late.  We felt lost and bewildered

	· An out of hours helpline….. it would be helpful if there was a contact number for use at weekends and public holidays when there is a family emergency or a relative feels under trouble pressure.
· Prisoners need to be told about the services and why families need them

	


Finally, survey interviewers explained that Prison Link was undergoing change and one of the changes would involve deciding on a new name for the project. Respondents were shown a list of potential names and invited to rank them according to preference. Almost a third of those recording a preference felt 'Prison Link' should be renamed 'Family Link'.
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3.13 Survey interviewer feedback 
A number of interviewers who administered the questionnaire commented on the high levels of distress amongst families and how difficult they appeared to find visiting the prison. Families visiting with small children had reported specific problems regarding security arrangements, i.e.  the sniffer dog, not being able to carry a baby in their chair into visits etc. Families also commented on the financial burden of visiting and the pressure to provide money and clothes.  Difficulties communicating with the prisoner and prison staff between visits also appeared to be a significant cause of anxiety for families as they had a strong need to know how the prisoner was coping, and how they could support him/her with any issues they might have in the prison. Several interviewers reported being humbled by the resilience of families, whilst others commented on how visiting a prison appeared to be almost a 'normal' activity for some children: for example, a 3 year old as she was leaving turned to the interviewer's child  and said, “Bye bye, see you next week”.  All the interviewers stated that they had found carrying out the survey to be an interesting and rewarding piece of work which had served to remind them of the difficulties faced by families and children, and further increase their own commitment to supporting improvements in services provided.
4.0 Conclusions and Recommendations 
4.1 Introduction 
This final section summarises key findings from the survey and relates these to a range of recommendations for the remodelled project to address. It should be noted that although the survey focussed on the provision of services through Prison Link a number of issues, specific to the respective establishments and prison policy overall ,also emerged. As such sub section 
4. 7 lists a number of identified concerns more appropriate to be raised with the Northern Ireland Office [NIO] and /or the Northern Ireland Prison Service [NIPS]. 
4.2 Timely contact 
Notwithstanding that 60% of all those interviewed had heard of/ were in contact with Prison Link, one of the remodelled project's priorities will be to maximise awareness of and/or uptake of services. The feedback obtained through this survey suggests that had they known, those who were unaware of the project believed they would have benefited from a range of the services provided.
"This is my third time at Hydebank Wood/YOC and I've only just found out about Prison Link…..didn't know anything about prisons and have struggled" 

"Lack of information when my son was sentenced we didn't even know where he was being taken to.  All information had to be sourced by ourselves and arrived to late.  We felt lost and bewildered"
Obviously the extent to which any project can be proactive in terms of promoting its services must be balanced against the extent to which the demand created can actually be met through the resources available. Notwithstanding the above, respondents felt that the service should not be confined to 'normal' office hours and that support should also be available in the evenings and at weekends. 
"An out of hours helpline would be helpful ….if there was a contact number for use at weekends and public holidays when there is a family emergency or a relative feels under trouble pressure".

Clearly the above suggestions have significant staffing/resource implications. These will need to be considered within the context of the remodelled project if families' identified needs are to be comprehensively and effectively addressed.
Recommendations 
· Whilst the remodelled project will clearly want to undertake comprehensive promotion of its services, the staffing quota [within the remodelled project] will need to be sufficient to meet the demand created by any increase in project awareness etc.

· Particular emphasis should be placed on ensuring 'first time' visitors have access to appropriate and timely information. In line with best practice principles such families should, in the first instance, be contacted personally by telephone to explain the range and nature of the support available should they wish to avail of it. 

· With respect to families wishing to get in touch with Prison Link themselves, it is recommended that brief details about how to contact the project, and the services available, should be given to all visitors on their first visit. This information should be kept short and concise and consideration could be given to producing a credit card sized 'business card', listing the types of service available, and telephone, internet and SMS text numbers. 
· Both recommendations above are likely to be the most effective ways in which visitors can be alerted to the support available to them. However, implementation of both is dependent on effective, 'joined up' working across and between the prison, probation and the project itself. It is recommended therefore that one of the priority tasks for the new project will be to critically evaluate procedures and/or mechanisms for the exchange and sharing of information across and between the above 'key players' at each establishment. 

· As well as raising awareness of and access to the services available, the remodelled project will need to establish effective monitoring and review systems to 'follow up' all those with whom the project has ongoing contact. 
4.4 Potential for development of existing services 
Evidence from this survey indicates that respondents valued the transport service highly and that this was an aspect of service delivery they would like to see increased. Again any developments in either the frequency of service and/or the locations at which 'pick ups' are available will have resource implications. However analysis of respondent feedback suggests that for a significant majority of visitors the transport service performs a number of important functions. Firstly by being a practical service it meets the first and most critical need - to visit the relative or friend as soon as possible
. Secondly it would appear that information regarding services available is shared with 'first time' visitors by either the bus driver and/or other passengers. Thirdly whilst many respondents indicated that they really needed the sort of support provided through Prison Link, they were reluctant to have "someone calling out to the house" to talk to them about it. In the context of the above considerations it may be worthwhile exploring how greater use could be made of visitors'  'travel time' to raise awareness of Prison Link services. 

Recommendations
· Visitors' Centre staff (including staff employed by agencies other than NIACRO) should have the opportunity to meet together on a regular basis to discuss issues of common concern, share experiences and contribute to the wider debate on issues affecting prisoners' families and prison visiting.

· Mini bus and volunteer drivers should be part of the Prison Link team. Such individuals have a key function in relation to their interaction with families and should be supported with appropriate training and opportunities to participate in both formal and informal information exchanges and update sessions on prison visiting and related issues.
· Consideration should be given to having a number of trained volunteers travelling either on visitor buses, and /or providing volunteer transport to connect with the Prison Link bus from outlying or non serviced areas.  Benefits could be threefold:
a) if the volunteer him/herself had experience of visiting a friend or relative in custody, this could be shared with other passengers; 
b) the volunteer would be well placed to understand visitors' needs and to relate these to the services available from Prison Link; 
c) for those who were interested in doing so, it might be possible to offer some sort of NVQ or other accredited training to such volunteers which might enhance their personal and/or employment circumstances. 
· Given the levels of stress reported by families and friends in terms of the prison visiting experience, especially for 'first time' visitors, consideration could be given to offering a time limited 'buddying' or 'mentoring' type arrangement over a defined period, perhaps by pairing an 'experienced visitor' with someone for whom the entire prison experience is new and bewildering. 
· Conversely it might also be possible, subject to security considerations, for volunteers with experience of prison visiting to be part of induction seminars etc held in the respective establishments to make prisoners' more aware of the needs of their families/ friends who visit them (this was suggested by one respondent who felt that someone who had gone through the experience themselves was likely to be regarded as more 'credible' by prisoners etc). 
4.5 Addressing unmet, new or emerging need
As noted earlier the prison population has changed significantly since the original Prison Link project was set up in 1987.  Where previously relatives and friends may have relied on support from welfare services operated through affiliated welfare groups, such services are generally no longer available. This is especially true of 'non practical' support services such as dealing with relationship issues, managing children , coping with the shock and distress of having a relative or friend in custody etc. Notwithstanding the growing demand for such services during the custodial period, families participating in this survey also highlighted their need for 'resettlement' support once the relative or friend is released. 
Recommendations
· The remodelled project should continue to develop new and innovative ways to help children understand and deal with their feelings about the imprisonment of a parent.

· Prison Link should regularly survey users to ensure that existing services are both necessary and appropriate, and to identify potential gaps and /or emerging needs.

· An area requiring a specific service response is the number individuals currently in custody for whom English is not the first language. As the costs associated with interpretation and translation services can be significant, relative to the numbers of individuals/families requiring them, it is recommended that Prison Link explore the possibility of 'sharing' such services with other organisations.  

· Whilst 'support groups' have been provided by Prison Link  since its inception, it may also be worthwhile piloting time limited focus group type events concentrating on specific topics and /or for specific age groups or relationships with the prisoner. For example, issues affecting the parent/s of a prisoner could be significantly different from those affecting his/her partner and different again for his/her children.
· With the move away from the original project name 'Prison Link', the project should become more proactive in terms of the support available to families post 'prison'. The new 'Family Link' project will be well placed to contribute to the NIPS Resettlement Strategy by continuing to work alongside families (who wish to continue their involvement) once their relative or friend is released.
4.4 Accessible, accurate, up to date and relevant information 
A number of survey respondents were keen to see Prison Link develop information in a variety of formats, including those involving the use of ICT. New opportunities in terms of increasing awareness of /access to the remodelled project and services already exist, for example through the internet and mobile phone technology. Whilst there will always be a need for traditional hard copy information on the services available (such as information packs containing leaflets, timetables etc and on posters etc) evidence from this survey suggests that increasingly individuals want greater use to be made of electronic formats and mobile phone/SMS messaging
. Benefits of the above could deliver a number of key benefits including: a reliable cost effective means by which information subject to frequent change could be kept accurate and up to date; opportunities for children (the vast majority of whom are computer literate and/or use a mobile phone to text and keep in contact with friends etc) to support non IT literate parents to gain instant access to information; and the possibility of maintaining 'virtual' relationships between the prisoner and his partner/children.  It is in the context of the above therefore that the following recommendations have been made.
Recommendations
· Prison Link should explore options for web based information and forum based messaging system, maximise all media and formats through which services could be promoted. A web based information application and forum based messaging system would facilitate 
a) almost instant updating of project/ service information 

b) security of information (logons and passwords could be issued) 
c) the ability to trace users 

d) cost savings  - low maintenance, limited training required, editing time short

e) accessibility  - could  be used from anywhere with Internet access 
· Enhanced use of ICT could, as suggested above, offer an innovative initiative around which to launch the remodeled Prison Link project. In this context it may also be useful to consider developing a 'virtual' visit which relatives and families could access via an internet link ahead of their visit etc. 

· An electronic information point could be provided in each of the visitors' centres attached to the respective institutions where centre staff could assist visitors (requiring assistance) to navigation the 'Prison Link' site and to download/ print out the necessary information. 
· It might also be worthwhile exploring the possibility of developing some sort of secure interface whereby the prisoner could access a personal email account, and thereby send and receive emails from family members. This could be especially significant in relation to contact between the imprisoned parent and his/her children, the vast majority of whom are taught 'computer studies' as part of the school curriculum. Such an initiative might also provide an effective incentive for prisoners to undertake the computer training classes offered in prison, as part of the NIPS Resettlement Strategy. Clearly such a development would need to be the subject of an options appraisal exercise, with particular emphasis on security considerations, similar perhaps to those currently under consideration in relation to internet voting.  
4.6 User feedback and involvement 
None of the respondents interviewed indicated that they had been advised of ways in which they could make Prison Link aware of their views and comments on services, or how problems or complaints could be raised. Clearly awareness of, and access to appropriate policies and procedures in terms of both user feedback and/or complaints will need to be priority actions within any remodelling of the current Prison Link project. 
Recommendations 

· Introduce and promote awareness of a Vistors' comment book in each establishment
·  Make a flip chart and pens available in each [Visitors'] Centre on which visitors could record their feelings or thoughts before the visit (in one column) and afterwards (in a second column).   

· Consider having a monthly topic on which visitors are invited to submit ideas and make suggestions. This could perhaps be linked to a draw in which the individual submitting the best suggestion could be awarded a prize
 (e.g. voucher for e.g. Tesco, Sainsbury's, mobile phone top up etc, or voucher allowing them £5 worth food/drink in a Visitors Centre etc). This could perhaps encourage feedback and help test user opinion on any proposed changes or new developments affecting services. 
4.7 Representing users' views
Although the survey was directly concerned with the services offered through Prison Link, the open ended questions afforded respondents with the opportunity to express views wider than the project itself. Whilst outwith the remit of this report to make recommendations in relation to 'prison specific' issues, a number of the concerns have nonetheless been listed below for future consideration 
· Better visiting facilities for elderly and disabled visitors

· Support/help on how to deal with  prison bullying 

· No toilet /facilities in visits area for children.

· Better communication between the prison and visitors centres

· Improve visiting facilities at Hydebank Wood/YOC, for example seating arrangements, availability of sandwiches/ soft drinks 

· Access to "healthy food" whilst on a visit 

· Some sort of practical assistance to meet prisoners needs e.g. getting clothes into prison - difficult when we work during week

· System for getting into prison visit is slow, often lose valuable visiting time 
· Some-one based in the visitors centre, support for after the visit

· Provide a free phone in visitors' centre, as some people don't have access to money

Appendix 1
Prison Link what do you think? 

January 17th - January 22nd 2006
Completed in:   -------------------                By:  ----------------       Date ------    

INTRODUCTION

We want to find out what you think about the services Prison Link provides for families with a relative or friend in prison. We'd appreciate if you could spare about 10 minutes to tell us 

· what you know about our service already 
· what you think is good about it and what we could do better 
· the sorts of information and services you want us to provide 
· how we can make sure that you get the right information and services when you need them most 
By helping us, you'll help others get the very best service we can offer

Q.1 Is this your first visit to the Prison/ JJC?       Yes -----     No -------
Q.2 Do you have children/ other children? 
       Yes -----     No ------- 

Q.3 Have you heard of Prison Link? 

      Yes -----     No ------- 










Go to Q.11 

Q.4 How did you find out about Prison Link?
                                                                                                       (Tick 1 only)

	1. A probation officer contacted me
	

	2. The prison/prison welfare contacted me
	

	3. I got a Prison Link Information Pack sent out     Go to Q.5
	

	4. I picked up a leaflet about it at court
	

	5. I found out about it in the Visitors' Centre 
	

	6. Family/ friend told me
	

	7. Other, please give details
	


Q.5 When you received the Prison Link Information Pack, how useful did you find the following information?  

	Services
	Really useful 
	Useful 
	Not useful*  
	Didn't open/ look at it *

	1. Transport
	
	
	
	

	2. Welfare Advice Service
	
	
	
	

	3. Home Based Childcare
	
	
	
	

	4. Support group[s]
	
	
	
	

	5. Home visits
	
	
	
	

	6. Prison information
	
	
	
	

	7. Telephone support                                                                
	
	
	
	


*Q.5 (a) Insert details below and any other comments on above services 
Q.6 If you used any of the following Prison Link services, what did you think of them? 
	Services 
	Really useful 

Go to Q.7 (a) 
	Useful

Go to Q.7(a)  
	Not useful

Go to Q.7 (b)
	Never used Go to Q.7 (c) 

	1. Transport
	
	
	
	

	2. Welfare advice service
	
	
	
	

	3. Home based childcare
	
	
	
	

	4. Support group[s]
	
	
	
	

	5. Home visits
	
	
	
	

	6. Prison information 
	
	
	
	

	7.  Telephone Support
	
	
	
	


Q.7 (a) Why were these Prison Link services useful/really useful?
Q.7 (b) Please tell us why these Prison Link services were not useful 

Q.7 (c) Please tell us why you decided not to use these Prison Link services. What could we do to make them more useful?

Q.7 (d) Are there any Prison Link services that you wouldn't use again? 
If no, go to Q.7 (f)                                       

	  Services 
	(Tick as many as appropriate)

	1.  Transport
	

	2.  Welfare advice service
	

	3.  Home based childcare
	

	4.  Support group
	

	5.  Home visit
	

	6. Prison information
	

	7.  Telephone support
	


Q.7 (e) Please say why not
	


Q.7 (f) Are there any Prison Link services you would never use?

	Services 
	(Tick as many as appropriate)

	1. Transport
	

	2. Welfare Advice Service
	

	3. Home Based Childcare
	

	4. Support Group
	

	5. Home Visit
	

	6. Prison Information 
	

	7. Telephone Support
	


Q.7 (g)   Please say why not
Q.7 (h) Would you recommend any of the following Prison Link services to others?  Please tick as many as you like.
	Service 
	Tick as many as appropriate

	1. Transport
	

	2. Welfare Advice Service
	

	3. Home Based Childcare
	

	4. Support Group
	

	5. Telephone Advice
	

	6.Prison Information
	

	7.  Home Visits
	


Q.7 (i) Please list any other services you think Prison Link should offer 

Q.8 How satisfied are you, generally, with the service you have received from Prison Link? 
a. Very satisfied




[   ]

b. Satisfied




[   ]

c. *Neither





[   ]

d. *Quite dissatisfied




[   ]

e. *Very dissatisfied                                              [   ]

f. *Never heard of it 




[   ] 

Q.8 (a) * Interviewer: please get details

 Q.9  Have you ever used either of the following (tick as appropriate) 
	
	Yes 
	No 
	Unaware of it 
	Other (please specify ) 

	1.Prison Link Comment / feedback form 
	
	
	
	

	2. Prison Link Complaints form 
	
	
	
	


Q.9 (a) If yes, what happened 
Q.10 Which of the following would you use to describe Prison Link? (Tick as many as appropriate)
	Word/phrase
	
	Word/phrase
	

	1.Helpful
	
	6. Understand what I am  going through
	

	2. Friendly
	
	7. Helped me understand prison system
	

	3.Useful source of info 
	
	8. Helped me with my children
	

	4.Unhelpful
	
	9. Good listeners
	

	5. Supportive
	
	10. Not available when needed
	


Q.10 (a) If none of the above, how would you describe Prison Link?

Q.11 Please tick which of the following statements best reflects your opinion 

· (a) People with a relative or friend in prison/youth custody need information from Prison Link about 

	Services
	Strongly agree
	Agree 
	Neither agree nor disagree 
	Disagree 

	1. Transport 
	
	
	
	

	2. Benefits advice
	
	
	
	

	3. Prison visits 
	
	
	
	

	4. Home visits
	
	
	
	

	5. Support for children
	
	
	
	

	6. Prison information
	
	
	
	

	7. Telephone advice
	
	
	
	


· (b) People with a relative or friend in prison/youth custody should get information from Prison Link 

	
	Strongly agree
	Agree 
	Neither agree 

nor disagree 
	Disagree 

	1. On arrest   
	
	
	
	

	2. On remand
	
	
	
	

	3. On sentence 
	
	
	
	

	4. In custody
	
	
	
	

	5. Post custody
	
	
	
	

	6. Other (pl give details)
	
	
	
	


· (c) Information on Prison Link should be available in 

	
	Strongly agree
	Agree 
	Neither agree nor disagree 
	Disagree 

	1.Visitors' Centres
	
	
	
	

	2. Courts
	
	
	
	

	3. Solicitors' offices 
	
	
	
	

	4. GP surgeries
	
	
	
	

	5. Health Centres
	
	
	
	

	6. PSNI stations
	
	
	
	

	7. Community Centres
	
	
	
	

	8. Other (pl give details) 
	
	
	
	


· (d) Prison Link should contact someone with a relative or friend in prison/youth custody 

	
	Strongly agree
	Agree 
	Neither agree nor disagree 
	Disagree 

	1. By phone 
	
	
	
	

	2. By letter 
	
	
	
	

	3. By calling out 
	
	
	
	

	4. From Visitors' Centres
	
	
	
	

	5. Other (pl give details) 
	
	
	
	


· (e) Any other comments you wish to make about how people should find out about Prison Link services 
Q.12 Is there anything else you'd like to tell us about how we can improve our service to you?

And finally ……

Q.13  We are looking for a new name for Prison Link as the service is going to extend to the Juvenile Justice Centre. Please rank the following in order of preference 
	
	Ranking  (1= best to 4= worst) 

	Family Link 
	

	Family Links 
	

	Inside out
	

	Family Matters 
	

	Do you have a suggestion? 
	


Thank you for taking the time to complete this survey. A copy of the findings will be printed up and placed on the Visitors' Centre notice board and at the reception area in the JJC in March 2006.
	


� From the original 6 countries, the European Union has grown to 25 [current] members. Bulgaria and Romania are expected to join in 2007. Croatia and Turkey have started negotiations on 3 October. In December 2005, the European Council decided to grant candidate country status also to the former Yugoslav Republic of Macedonia, with whom accession negotiations have not started yet. For further information see http://europa.eu.int/abc/governments


� www.amnesty.org.uk/news


� Indeed research carried out by Farrington and Murray, on the impact of parental offending on children and young people, highlights the negative impact of parental imprisonment on children and young people in terms of  predisposition to engaging in anti social / offending behaviour themselves. 





�Enhanced use of electronic and related media is consistent with NIO recognition of the benefits of increasing access to and sharing of information, albeit within the context of government [criminal] justice agency data needs. For example, 'Causeway' is a government body charged with responsibility for improving the administration of criminal justice by sharing information electronically. For further details on how this is being achieved see www.meridio.com/information/case_studies/ files/Causeway 


� Interestingly, although all respondents were eligible to receive a £5 voucher on completion of the survey, many respondents asked if it be credited to their relative or friend's 'tuck shop'. 


� NIACRO's existing relationship with the Youth Justice Agency will be formalised as a partnership from April 2006. 


� Following the closure of Lisnevin Juvenile Justice Centre and the relocation of children and staff to the Rathgael site, custodial provision for children and young people in NI is now delivered at a single site known as the Juvenile Justice Centre for Northern Ireland. See also An Evaluation of Programme Services at the Juvenile Justice Centre Bangor, NIACRO and the Youth Justice Agency (September 2005) 


� Rowe & Farrington (1997); West & Farrington (1977)


� Based on an average weekly total of 385 visits across all establishments 


� A further 8 interviews were conducted during a Prison Link 'home visit' (prior to the respondent making a prison visit) giving a total sample of 258.


� I.e. for the Northern Ireland Prisons Services [NIPS]


� Only a small minority of respondents appeared not to need the transport service because they had their own/ access to other forms of transport 


�Enhanced use of electronic and related media is consistent with NIO recognition of the benefits of increasing access to and sharing of information, albeit within the context of government [criminal] justice agency data needs. For example, 'Causeway' is a government body charged with responsibility for improving the administration of criminal justice by sharing information electronically. For further details on how this is being achieved see www.meridio.com/information/case_studies/ files/Causeway 


� Interestingly, although all respondents were eligible to receive a £5 voucher on completion of the survey, many respondents asked if it be credited to their relative or friend's 'tuck shop'. 





PAGE  
46

