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1. SCOPE OF HOLDING ROOM SERVICES
The Holding Rooms requirements form one element of the overall Escorting Services
requirements and should be read in conjunction with the Core Services requirements set out

in Schedule D2: Core Services. The Supplier shall comply with both the Core Services
requirements and the Holding Rooms requirements contained within this Schedule D.

1.1 SUMMARY OF THE HOLDING ROOM SERVICES
1.1.1  The Holding Rooms are listed below:

UK Ports of Entry

Gatwick (North Terminal)  Gatwick (South Terminal) Heathrow Cayley House

Heathrow Terminal 2 Heathrow Terminal 3
Heathrow Terminal 4 Heathrow Terminal 5 Manchester Airport
London City Airport Stansted Airport Luton Airport
Birmingham Airport Edinburgh Airport Glasgow Airport
Coquelles Freight Coquelles Tourist Calais Tourist

Ad-hoc Holding Rooms Service

(Drumkeen House
Belfast)

Authority building
Holding Rooms

Beckett House (London)

Eaton House (West Loughborough Sandford House (Solihull,

London) Midlands)

The Capital (Liverpool) Dallas Court (Salford, Waterside Court (Leeds)
Manchester)

Festival Court (Glasgow) Vulcan House (Sheffield)

Lunar House (Croydon) Kent Intake Unit (Dover)

1.1.2 A Holding Room facility serves a number of purposes for the Authority, including
further investigation by 10s to satisfy themselves that an individual qualifies for
entry, temporary detention pending transfer to a long term holding facility and/or, in
limited circumstances, a short-term holding arrangement.

1.1.3  As part of their responsibilities the Supplier shall be required to manage and
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supervise Detainees in the Holding Rooms, including overseeing the welfare of a
Detainee detained in the Holding Rooms, ensuring that a Detainee is provided with
suitable and adequate meals and refreshments (as per Schedule D2: Core
Services). In addition, the Supplier shall be required to ensure, where authorised,
the safe transfer of a Detainee into the custody of others where detention is
maintained or to ensure their safe release.

1.1.4 Holding Room usage at certain locations is driven by operational demand, and
therefore the staffing required to manage these Holding Rooms is linked to that
demand, and on the request of the Authority. These ad-hoc Holding Room
requirements are described in this Schedule D5.

1.1.5 For the avoidance of doubt, where the Supplier is required to escort a Detainee who
is to be removed or as a voluntary departure directly from a Holding Room at a port
to a Craft at the same port, this requirement is contained within D3: In-Country
Escorting Services of this Schedule D.

1.1.6  The majority of the accommodation that is used to provide Holding Room facilities at
Ports of Entry is provided by the Port Operator under Section 25 of the IA 1999, and
therefore the facilities management arrangements are provided by the Port
Operator. The Supplier shall advise and assist in facilitating either the Port Operator
or the Authority as appropriate where the Holding Rooms facilities do not meet
agreed standards, are unsafe or present a risk to health and safety. Where the
matter remains unresolved the Supplier shall be expected to liaise with the Authority
and Port Authority where appropriate to seek resolution.

1.1.7  The remaining accommodation is located in premises where either the Authority is
the landlord or the tenant, and as such the Authority will be responsible in most
cases for the provision of facilities management. The Supplier shall be required to
advise the Authority where the Holding Rooms facilities do not meet agreed
standards, are unsafe or present a risk to health and safety. Where the matter
remains unresolved the Supplier will be expected to liaise with the Authority to seek
resolution.

1.1.8  The requirements set outin 1.1.6 and 1.1.7 do not remove the Supplier's obligation
to ensure that the Holding Rooms are kept generally clean and presentable at all
times.
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2. OPERATIONAL REQUIREMENTS

2.1 WELFARE

211

2.1.2

2.1.3

214

The Supplier shall regularly check, as a minimum every hour (and fifteen minutes for
Children, vulnerable Detainees and Unaccompanied Minors), the presence and
wellbeing of each Detainee in the Holding Rooms, take action to resolve or mitigate
any issues or concerns and record the issues, concerns and action taken.

The Supplier shall display information in the Holding Rooms in the Designated
Languages which as a minimum shall include advice on the Holding Room facilities,
fire and evacuation procedures, complaint procedures and the role of the IMB in
locations where the IMB applies.

The Supplier shall ensure that in each Holding Room the following are made
available:

a) avariety of magazines, daily newspapers and periodicals with some written in
languages reflective of the languages spoken by the Detainee population; and

b) copies of any other relevant publications, as required by the Authority.

The Supplier shall ensure that a Detainee has access to the following free of charge:
a) drinking water at all times;

b) toilet facilities at all times;

c) basic hygiene and toiletry supplies (including soap, toothbrush, toothpaste,
comb and face flannel) on request;

d) female sanitary protection available within the Holding Room facility on a self-
service basis;

€) nappies, potties and baby changing facilities as necessary;

f) clean blankets, pillows and pillow cases at any time whilst in the Holding
Rooms; and

g) items to facilitate positive engagement with Children and Unaccompanied
Minors including toys, age-appropriate DVDs, a working DVD player and
electronic games (or comparable activities).

2.2 STAFFING AND PERSONNEL

221

222

2.2.3

2.2.4

The Supplier shall ensure local on-call arrangements are in place, including
providing an on-call duty manager for the Services who will have direct access to
Supplier senior management in the event of incidents and other significant Service
failures and/or issues.

The Supplier shall ensure that the working arrangements are in place for DCOs and
managers to maximise the opportunities for maintaining Staff contact with each
Detainee.

The Supplier shall ensure that it has in place all necessary insurances and passes in
respect of the Staff employed in delivering the Services, including but not limited to
Airside Areas and dockside areas. The Supplier shall ensure that all staff that are
likely to be required to travel airside more than once a month are provided with a
valid airside pass. New employees are required to have the pass in place within two
months of their start date.

The Supplier shall ensure that there is full compliance with relevant DfT
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requirements and those of the relevant Port Operator with regards to working and
operating airside and dockside.

The Supplier shall ensure that its Staff abide by the port regulations, port security
and relevant by-laws.

The Supplier shall ensure that DCOs do not leave the facility for a break or smoking
break whilst they are responsible for Detainees in their custody. At other times
Supplier Personnel may take a break of limited duration but must ensure that they
keep in contact with other DCOs and respond if an incident occurs. Any break taken
away from the facility must be based upon a risk assessment that does not leave the
facility staffing levels unsafe. Breaks must be recorded.

2.3 DIVERSITY AND RELIGION

231

2.3.2

The Supplier shall ensure that a Detainee is able, if they so wish, to practice their
religious faith in order to meet their spiritual needs as far as practicable. This shall
include making appropriate arrangements for pastoral care, prayer and religious
observance, including the provision of and unimpeded access to a Bible, Koran, a
Kiblah and prayer mat.

Where there is a bookcase, shelf or other suitable storage within the Holding Room
the Bible, Koran, Kiblah, prayer mat and other religious items shall be stored
respectfully. Whenever religious items of necessity are not stored in the Holding
Room the Supplier shall notify each Detainee verbally and provide a poster within
the Holding Room informing them of the need to ask DCOs for the items.

2.4 SAFETY AND SECURITY

241

24.2

The Supplier shall ensure that the Authority and accommodation provider are
immediately notified of any matters of concern regarding the integrity of physical
security systems and arrangements.

Where CCTV is provided in a Holding Room, the Supplier shall ensure that any fault
with the system is immediately reported to the Authority, the Port Operator or other
accommodation provider as appropriate.

2.5 HEALTHCARE

251

25.2

253

The Supplier may in the case of a medical emergency remove a Detainee from a
Holding Room without the written instructions of the Authority but the Supplier shall
immediately notify the Authority verbally, and in writing within 24 hours of the
incident.

Where a Detainee becomes unwell whilst in the Supplier’s custody or in the event of
a medical emergency, the Supplier shall ensure that appropriate medical treatment
is made available (including if required the attendance of an appropriate healthcare
professional). The Supplier shall notify the Authority of all such incidents within 1
hour of the incident. The Supplier shall always endeavour to maintain custody of the
Detainee provided it does not endanger the Detainee.

The Supplier shall provide Supplier Personnel to maintain custody of the Detainee
while outside a Holding Room. This requirement shall extend only to transporting a
Detainee from a Holding Room who requires emergency medical treatment at
hospital and remaining with the Detainee until such time as either relieved by in-
Country Supplier Personnel when the Detainee is admitted to hospital as an in-
patient or until otherwise directed by the Authority.
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The Supplier shall ensure that any Detainee being escorted under paragraphs 2.5.1,
and 2.5.2 is at all times accompanied by at least 2 DCOs, at least 1 of whom shall
be of the same gender as the Detainee.

2.6 HOLDING ROOMS

2.6.1  The Supplier shall ensure sufficient Supplier Personnel (including any necessary
supervisory Supplier Personnel) in each Holding Room at all times when the Holding
Room is occupied. For the purposes of this Paragraph 2.6.1 “sufficient” shall mean,
at a minimum, 2 DCOs per Holding Room when the Holding Room is occupied,
unless otherwise stated in the table below.

2.6.2  The Supplier may, from time to time and subject to a thorough risk assessment, use
the DCOs who would otherwise be present at a Holding Room for other activities
such as boarding activity. During boarding activity, the staffing level shall not at any
time drop below 1 DCO.

2.6.3  The Supplier shall ensure that the levels specified in Paragraphs 2.6.1 and 2.6.2
above are maintained at all locations during all required operating hours.

2.6.4  The Supplier shall ensure that appropriate staffing levels are in place for each
Holding Room and shall agree the relevant levels which shall apply during the
relevant opening hours of each Holding Room with the Authority during the
Mobilisation Period.

2.6.5 Any changes to the operating hours for each Holding Room, as shown in the table
below, shall be subject to change control in accordance with Schedule L.

Holding Room Minimum Hours of Operation (open oS @ OpErEtiem

Number of to new admissions) (paid opening hours)
DCOs

Required per

Shift

Birmingham 2 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day

Airport

Dover — Kent 4 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day

Intake Unit

Edinburgh Airport | 2

Mon- Sun, from 08:00 —
00:00

Mon- Sun, from 08:00 —
01:00

Glasgow Airport 2

Mon-Sun, from 08:00-00:00

Mon-Sun, from 08:00-01:00

London City 2
Airport

Mon-Fri from 07:00-22:00,
Sat from 08:00-15:00,
Sun from 10:00-22:00

Mon-Fri from 07:00-23:00,
Sat from 08:00-16:00,
Sun from 10:00-23:00

London Gatwick 2
Airport — North

Mon-Sun, 24 hours a day

Mon-Sun, 24 hours a day

London Gatwick 2
Airport — South

Mon-Sun, 24hrs a day.
Resources can be flexibly
deployed across the airport
(with HR closing during

Mon-Sun, 24hrs a day.
Resources can be flexibly
deployed across the airport

(with HR closing during
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Holding Room

Minimum
Number of
DCOs
Required per
Shift

Hours of Operation (open
to new admissions)

Hours of Operation

(paid opening hours)

flexible deployment) as
directed by the Authority. No
holding room closure to occur
without Authority instruction.

flexible deployment) as
directed by the Authority. No
holding room closure to occur
without Authority instruction.

London Heathrow | 2 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Airport - Terminal
2
London Heathrow | 2 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Airport - Terminal
3
London Heathrow | 2 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Airport - Terminal
4
London Heathrow | 2 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Airport - Terminal
5
London Heathrow | 5 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Airport — Cayley
House
Luton Airport 5 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Manchester 2 (plus an Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day
Airport additional 2

between 06:00

—22:00 to act

as boarding

team)
Stansted Airport 2 Mon-Sun, 24 hours a day Mon-Sun, 24 hours a day

Belfast —
Drumkeen House

2 (when open)

Ad Hoc Between 09:00 -
19:00

Ad Hoc Between 09:00 -
20:00

Glasgow — 2 Mon-Fri from 09:00-17:00 Mon-Fri from 09:00-18:00
Festival Court
Leeds — 5 Mon-Fri from Mon-Fri from
Waterside Court 08:30-16:30 08:30-17:30
Note: HR Currently Closed, Note: HR Currently Closed,
will reopen will reopen
Liverpool — The 2 Wed-Fri or Mon-Wed from Wed-Fri or Mon-Wed from

Capital

09:00-17.00, as directed by
the Authority

09:00-18.00, as directed by
the Authority

10
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Hours of Operation

Holding Room Minimum Hours of Operation (open
Number of to new admissions) (paid opening hours)
DCOs

Required per
Shift

London — Becket | 3 Mon-Sun from 09:00-18:00 Mon-Sun from 09:00-19:00

House

London — Eaton 2 Mon-Fri from 09:00-18:00 Mon-Fri from 09:00-19:00

House

London — Lunar 3 Mon-Fri from 09:00-21:00 Mon-Fri from 09:00-22:00

House

Loughborough 2 three days a week from three days a week from

Reporting Centre 08:30-17.30, as directed by 08:30-18.30, as directed by
the Authority the Authority.

Salford — Dallas > Mon-Fri from Mon-Fri from

Court 09:00-17:00 09:00-18:00

four days a week from 09:00-
16:00, as directed by the

four days a week from 09:00-

Sheffield - Vulcan | 2 17:00, as directed by the

House Authority Authority
Solihull 5 Mon-Fri from Mon-Fri from
olihull =~ 08:30-16:30 08:30-17:30

Sandford House

2.6.6  The Supplier shall ensure that all arrangements for a Detainee in a Holding Room
are based on the safety and security of the Detainee and Supplier Personnel as

determined by individual Detainee risk assessments carried out by the Supplier.

2.6.7  The Supplier shall staff Holding Rooms in accordance with any relevant insurance,

Port Operator and Authority requirements.

2.6.8 The Supplier shall ensure that all Holding Rooms are kept open to new admission
as specified in 2.6.1. The Supplier shall also ensure that Detainees are supervised
by DCOs until such time as all Detainees have been collected for Escort, discharged
or transferred. Where Detainees are not collected for escort by the closing specified
in 2.6.1 above this shall be at the Service Provider’'s expense except when

otherwise agreed with the Authority.

2.6.9 The Supplier shall ensure that Holding Room DCOs remain in the Holding Room
providing the paperwork is in place until the out of hours team collect a Detainee
when they are informed by the Authority of the need to detain before the end of the
Holding Room closing time. This shall be at the Supplier's expense except when

otherwise agreed with the Authority.

2.6.10 The Supplier shall notify the Authority in the event of Holding Room capacity being
reached or nearing being reached and shall assist the Authority with contingency

actions that result.

2.6.11 The Supplier shall ensure that a female DCO is present on duty in the Holding
Room from the initial detention of a female Detainee unless prior authority is
obtained from the Authority to waive this requirement for that Detainee, or the
Supplier’s risk assessment indicates that to do so would present too great a risk for

a female DCO.

11
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2.6.14

2.6.15

2.6.16
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The Supplier shall ensure that a female DCO is present on duty in the Holding
Room from the initial detention of a Child or Unaccompanied Minor unless prior
authority is obtained from the Authority to waive this requirement for that Detainee,
or the Supplier’s risk assessment indicates that to do so would present too great a
risk for a female DCO.

The Supplier shall ensure that the relevant local Home Office duty officer is
immediately notified of the presence of a Child or Unaccompanied Minor in a
Holding Room and thereafter every 2 hours.

Where a Detainee has been detained continuously in a Holding Room for 12 hours,
the Supplier shall advise the Authority, and thereafter every 3 hours, of the
Detainee’s continued detention.

The Supplier shall ensure that a Detainee being escorted for Removal through a
Holding Room(s) is, as far as is practicable, kept separate from any Detainee at the
Holding Room(s) who is not due for Removal.

Where the quality standards of a Holding Room fall below the National Standards for
Holding Rooms and where the Supplier does not have the authority to rectify the
failure, the Supplier shall immediately notify the Authority and/or Port Operator (if
appropriate).

2.7 AD-HOC HOLDING ROOM SERVICE PROVISION
Northern Ireland

2.7.1

The Supplier shall provide ad-hoc Services for Holding Rooms in Belfast (Drumkeen
House) when requested by the Authority. These Services shall be available between
the hours of 09:00 and 19:00 local time, for up to 3 days in any 1 week and provided
within 2 hours of a request by the Authority. The Service Provider shall provide 2
DCOs, 1 male and 1 female, as a minimum per Holding Room when the Holding
Room is occupied unless otherwise determined by a risk assessment and agreed
with the Authority.

2.8 CLEANING

28.1

2.8.2

Notwithstanding the Authority’s or the Port Operator’s obligation to provide cleaning
services, the Supplier shall ensure that the Holding Rooms are kept generally clean
and tidy at all times.

The Supplier shall advise the Authority, the Port Operator or other accommaodation
provider as appropriate where the standard of cleaning carried out by others falls
below standards.

2.9 CLOTHING

29.1

2.9.2

Where a Detainee, including Children and Unaccompanied Minors, has insufficient
clothing whilst being detained at the Holding Rooms or at the time of transfer or
release, the Supplier shall provide them with suitable and adequate clothing, taking
account of the prevailing climatic conditions. The Supplier shall not rely on the
donations of others to comply with their obligation to provide suitable clothing for a
Detainee.

The Supplier shall ensure that each Holding Room holds a minimum of one set of
each sized clothing packs (small, medium, large and extra-large) as well as gender
specific underwear. Replacement clothing packs shall be ordered the same day one

12
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pack is utilised.

Where the Supplier is providing clothing for a Detainee, the Supplier shall provide
the Detainee with a reasonable choice of clean clothing that is in good repair. Such
clothing shall not carry inappropriate markings or logos. Socks and underwear must
be new.

Where the Supplier is providing clothing for a Detainee, the Supplier shall ensure
that the clothing provided could not be deemed as designed to deter escape,
absconding, or as a punishment.

2.10 CATERING

2.10.1

2.10.2

2.10.3

2.104
2.10.5

2.10.6
2.10.7

2.10.8

The Supplier shall have in place procedures to ensure that a Detainee is offered
varied, nutritionally balanced meal options, including hot meals, that take account of
the Detainee’s age and religious, dietary, cultural and healthcare needs, which shall
be offered upon admission into custody, every 4 hours thereafter and available on
request. The Supplier shall ensure the Detainee is provided with the preferred option
without charge.

The Supplier will not be required to offer hot meals at a Holding Room at a
Reporting Centre unless specifically requested to do so by the Authority.

The Supplier shall ensure that the supply, transport and storage arrangements for
food and all associated food facilities, processes and practices comply with all
relevant food safety legislation, which shall include the training of Staff in
appropriate food handling procedures.

The Supplier shall provide a vegetarian option at all meal times for a Detainee.

In addition to meals stated in paragraph 2.10.1, the Supplier shall ensure that a
Detainee has access to light refreshments including but not limited to a variety of
biscuits, crisps and fresh or dried fruit as well as hot and cold drinks. These shall be
available at all times and without charge.

The Supplier shall provide all appropriate eating utensils to a Detainee.

The Service Provider shall safely dispose of any waste and associated consumables
that arise from the consumption of food and drink.

The Supplier shall ensure that there is pictorial information informing a detainee of
the sandwiches, snacks and other food available in the Holding Room.

2.11 ADMISSION AND DISCHARGE

2111

2.11.2

The Supplier shall ensure that on first admission to the Holding Room, a Detainee:

a) is offered the option of a hot or cold meal and a drink and is provided with the
preferred option without charge — the Supplier will not be required to offer hot
meals at a Holding Room at a Reporting Centre unless specifically requested
to do so by the Authority;

b) has adequate clean, suitable and adequate clothing; and

c) s provided with basic hygiene and toiletry supplies without charge, including
hygienic handwash or wipes where soap and water are not available.

The Supplier shall ensure that upon first admission at a Holding Room a Detainee
is, as a minimum, made aware of the following in writing in a relevant Designated
Language:

13
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a) the procedures for making complaints;

b) the procedures for accessing and obtaining legal advice unless advised
otherwise by the Authority;

c) the healthcare Services available and how to access them, including how to
access advice services on medication in the Detainee’s possession;

d) information on the facilities available to them within a Holding Room including
all relevant health and safety information and procedures;

e) policy on bullying, harassment and assault (on Detainees and/or Supplier
Personnel);

f) the role of the IMB;
g) searching and storage of a Detainee’s property; and
h)  diversity policy.

2.11.3 When the Supplier receives a Detainee into its custody, the Supplier shall be
responsible for the safe custody of a Detainee’s property that he is not entitled to
retain on the grounds that such retention is contrary to the interests of safety and
security.

2.11.4 The Supplier shall ensure that translation services are utilised for inductions and
welfare checks for all Detainees who cannot converse easily in English.

2.11.5 The Supplier shall ensure that a Detainee has the opportunity to make a telephone
call of no more than 5 minutes to anywhere in the world at the Supplier's expense
within 12 hours of admission.

2.11.6 The Supplier shall ensure that, wherever possible initial interviews and telephone
calls are conducted in private or as near to private as possible.

2.11.7 The Supplier shall manage the transfer or release of a Detainee from the Holding
Rooms as directed by the Authority, including where such direction is at very short
notice and ensure the Detainee is ready for transfer or release at the correct time.

2.11.8 The Supplier shall ensure that a Detainee due for transfer or release is provided with
adequate food and refreshments prior to transfer or release.

2.11.9 The Supplier shall manage the property of Detainees for Removal in accordance
with the DSOs.

2.11.10 Where the Supplier identifies that a Detainee is in possession of excess baggage,
as defined in the DSOs, the Supplier shall advise the Authority as soon it becomes
aware of the excess baggage and seek an agreed course of action with the
Authority with regard to the carriage of the excess baggage.

2.11.11 The Supplier shall not undertake any transfers to an alternative facility without prior
approval from the Authority.

2.11.12 The Supplier shall ensure that all Detainee records and paperwork are complete and
up to date ready to be handed to the next custodian upon transfer of custody, such
that there will be no delay to the Removal or transfer process due to incomplete
records or paperwork.

2.12 COMMUNICATIONS

2.12.1 The Supplier shall ensure that only Official Visitors, which may include but are not
limited to ministers of religion and social workers, and have been authorised by the
Authority, are permitted to visit a Detainee who is detained in a Holding Room.

14




2.12.2

2.12.3

2124
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The Supplier shall ensure arrangements are in place to record details of an Official
Visitor, including the commencement of the visit and departure time.

The Supplier shall ensure that a Detainee has access to a telephone capable of
making international calls whilst in a Holding Room, unless directed otherwise by the
Authority or where a risk assessment justifies access being denied on the grounds
of a threat to the safety and security of the Detainee, Supplier Personnel or any
other person.

The Supplier shall ensure that a Detainee in a Holding Room, who has been denied
possession of their camera phone, is able to use the SIM card from that phone in a
mobile phone provided by the Supplier.

2.13 FIRE PREVENTION

2.13.1

2.13.2

2.13.3

2.134

The Supplier shall in cooperation with the Authority develop a Fire Strategy for each
Holding Room location, to include but not be limited to fire and evacuation plans and
procedures for Supplier Personnel and Detainees in their custody that relate to an
analysis of local risks, comply with local evacuation and fire procedures, and
maintain custody of Detainees where it is safe to do so.

The Supplier shall obtain approval for the Fire Strategies from the Authority during
the Mobilisation Period.

The Supplier shall in cooperation with the Authority maintain and update the Fire
Strategies annually prior to each anniversary of the Commencement Date, or as
may be required by changes to regulations, policies, technology and legislation etc.
to ensure continued compliance. Any change to the Fire Strategy shall follow the
change control procedure described in the Contract.

The Supplier shall follow the recommendations for a General Fire Safety
Management Policy as per BS5588 Part 12: The Management of Fire Safety in
Buildings.
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