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Introduction
HMP & YOI Feltham comprises of Feltham A (Young People under 19) and Feltham B (Adults over 18), both under the overall management of one Governor. Feltham A cares for 15 -18-year-old young people either on remand or sentenced. Feltham B holds only sentenced prisoners up to 30 years of age. This policy is for Feltham B only. A similar framework can be found which identifies the support available within Feltham A.

Natasha Wilson has been the Governor of HMP & YOI Feltham since April 2022. Governor Wilson fully supports the Farmer “family offer” and recognises the protective factor that families and significant others have on crime desistence as well as those prisoners who may be at risk of suicide and self-harm. Having a stable family to return to on release can also encourage young adults to engage in achieving sentence plan objectives and targets and maintaining positive behaviour in custody. Within this strategy are the measures that Feltham B have in place to mitigate factors which could lead to difficulties in maintaining family ties. 

Prisoners’ families have been referred to as ‘hidden’ or ‘invisible’ victims. This strategy will outline the measures we have in place to offer support to the families of prisoners in our care and to equip them with the information to help them support their loved ones.
We seek to include family support and engagement with all relevant areas of a prisoners sentence; from sentence planning, safety concerns (ACCT reviews); resettlement planning and pre-release support; and welcome the positive support from families taking part when possible and appropriate. Care-experienced prisoners may have their significant others (siblings/birth parents etc) or their Personal Advisor involved in all prison activities that may affect them.
The Head of Reducing Reoffending (Paul Barney) and the Family & Significant Other Champion (Rebecca Clark) are committed in providing the best experience for families and prisoners at Feltham. If you have anything to raise that may help us enhance our provision please do get in contact. 

To support our commitment to family ties within this forthcoming year we aim to: 

· Streamline the application process for family day applications by prisoners

· Improve attendance on monthly family days

· Increase ROTL opportunities involving family engagement & resettlement

When a prisoner is received into Feltham B they will receive a thorough induction process on Kingfisher Unit. This takes approximately 3 days. We recognise that transferring to a new prison, particularly if it is some distance from loved ones, is a stressful time and every effort will be made to ensure that the prisoner is able to communicate with their family members. Prisoners will be seen by dedicated Safer Custody officers as part of their induction.

During the first night following their arrival, prisoners will be entitled to make a ‘first night’ phone call to family. This will allow them the opportunity to inform the family of their transfer to Feltham. Induction Unit staff will assist the prisoner in making initial contact with family members and will also help them contact family through letters and the pin phone system.

All cells have in-cell telephones and prisoners may buy phone credit as and when required by transferring any available funds in their spending account to their pin phone account (up to £50) each week. 
Email a prisoner is a service which allows families to send an email to someone inside the majority of UK prisons. The emails are printed out and delivered along with other post on a daily basis. The cost of this is just 40p. The website below gives more information about the service, how to sign up and other details.

Visit the Email a prisoner site: https://www.emailaprisoner.com/

Visitors Centre
The first point of contact for most family members will be the Visitors Centre which is located just outside the main entrance to the prison for both social and legal visitors, adjacent to the disabled parking spaces. Feltham has a large visitors car park situated on the right as you turn into the site from the main road. The H26 bus route also stops here – these run between Hatton Cross tube station (Piccadilly Line) and Feltham Main Line railway station (to/from London Waterloo).

The Visitors Centre is run by PACT, a national charity working to support families. They operate a number of visitors centres and have a strong track record in delivering family support services.

Staff at Feltham understand that visiting family members in prison can be a stressful and upsetting experience therefore PACT are on hand to offer support and guidance to visitors prior to entering the prison. They will provide a range of information on support services to families including other prison services and services provided by external agencies with specific focus paid to information both verbal and written concerning the help available with Prison Visits Scheme. 
PACT will be there to meet visitors on arrival for assistance getting to their visits as swiftly and smoothly as possible, which includes providing visitors a place to securely store personal property and any unauthorised articles prior to coming into the prison.

They will also provide toilet and baby change facilities, information on support services such as - but not limited to - debt advice, employment and skills, children’s services, drug / alcohol support, women’s services, housing, health and wellbeing. They can also advise visitors, families and friends of young adults about the visits procedures, booking system, financial assistance, transport provision and security matters related to their visits. They also run a play area within the visits room and provide a range of age-appropriate toys and a play worker to engage younger children in activities during visiting times. 
Family Days
PACT also plan and run family visits days on Feltham B. These give opportunities for families to have extended visits in a more relaxed environment which may be better suited to children. PACT will be available to support any prisoner that does not currently have contact with any family or significant other – they will help support the prison in re-establishing contact wherever possible. 
Family days are advertised to prisoners on their in-cell IT and often have themes associated with these events. Family days provide a real opportunity for to spend quality time with their loved ones and for this reason these visits are restricted to family members and significant others only. Exceptions can be reviewed on a case by case basis. 
Maintaining family ties is important for all prisoners in our care therefore eligibility for family days will not be relative to a prisoners current incentive level. It is important to note that each application will be risk assessed and in some cases those who have been involved in recent acts of violence or subject to closed visits may not be eligible. 
All prison staff want family days to be successful and therefore we ask those of you that take part in a family day to provide feedback on the evaluation forms so that we can continue to improve on the experience for everyone.
Visitors Experience
Visit during the week are Monday and Wednesday afternoons, with an hour-long session starting at 1400hrs and a second session at 1530hrs.
Visits at the weekend run on Saturday morning and Saturday afternoon between 0900-1130 and 1400-1630hrs respectively, split into two sessions of one hour each. Visits also run every Sunday for Enhanced Level prisoners only and currently this is an extra-long session from 1400-1615hrs. All times given here include the provision of time taken for visitors to enter and exit the prison.

Each prisoner may have up to three adults (inclusive of any over 10 year olds) and up to three children under the age of 10 years. Every visit must include at least one visitor who is over the age of 18 years of age.

Booking your first social visit can be done by calling 0208 844 5400. There is no ability to book visits online. The prison will contact a visitor when they have received a request from a young adult regarding booking a visit with that person. Please read the further information regarding visiting policies when your visit is confirmed. It is important information and visitors may be denied entry to the prison if protocols are not followed. Failure to follow visiting procedures may result in restrictions or exclusion.
When visitors arrive the first point of contact will be the visitors’ centre. Lockers are available in the centre and we will make it clear on arrival what is permitted into the visiting hall. Visitors will gain entry into the prison through the visitors’ entrance where IDs will be checked prior to entry. Each individual will be subject to a rub-down search which may include the removal of shoes, before gaining entry to the visits hall. On completion of the relevant searches, visitors will be brought to the visits hall and asked to sit in the waiting area until their prisoner arrives in the hall. At that point the visitors will be called to join the visit.
During the visit snacks and refreshments are available to purchase. In order for prisoners to get the most out of their visits it is important to encourage them to behave and co-operate with staff. Failure to comply with staff instructions can result in closed visits.

We do not accept any property (clothing, trainers etc) in on visits. All requests for such items are made by the prisoner to reception who will check their entitlements and send a postage label to family/relatives so they may post the requested items into the prison. Items that are available to buy through the prison canteen do not form part of this arrangement (radios, stereos, watches, food stuffs etc)
Visits Enrichment Activities
Story Book Dads is a concept that was originally set up at HMP Channings Wood in 2002 and has since been rolled out to a number of prisons. It gives individuals in custody the chance to create a recorded story on CD. PACT run this provision within Feltham and it provides parents in custody the opportunity for more meaningful involvement in their children’s lives.
Official Prison Visitors
We understand that for a number of different reasons a prisoner may not have any family or friends that are able to visit them. The Official Prison Visitors (OPV’s) provide support to those prisoners that not only lack family contact but with other support whilst they remain in custody. The OPV volunteers co-ordinate their visits through the visitors centre staff. Any member of staff working with a prisoner can make a referral to this service. The OPV’s are a diverse group of volunteers with many different skills and attributes that provide great support to those they are visiting. 
OMU and Keyworkers
Feltham’s Offender Management Unit helps support prisoners through their sentences. A Prison Offender Manager (POM) is assigned to every prisoner, and they will work with the prisoner on their sentence plan targets. They are assisted in this by Keyworkers who are prison officers, each allocated to work with a handful of prisoners. They meet with the prisoners on their caseload each week and can help in supporting prisoners through their sentence. 
Interventions and Activities

Feltham B runs two accredited Offending Behaviour Programmes (OBP) – Thinking Skills Programme (TSP) and Identity Matters (IM). Participation in these courses is identified through the sentence plan written by the POM and anyone identified in requiring these interventions are strongly encouraged to take part. 
The gymnasium department also run accredited courses (Active IQ, Rugby and Football Changes Lives courses) and there are opportunities to obtain qualifications in education as well as practical skills and qualifications in workshops such as bicycle workshop, mechanics, brick and painting & decorating.
Chaplaincy

A member of the chaplaincy team will visit each new prisoner that arrives at Feltham during their first week as part of their induction. The member of chaplaincy depends on the faith of the prisoner, and where no faith has been identified the duty chaplain for the day will visit them. Chaplaincy staff also aim to see all prisoners in the days leading up to their release.

Chaplaincies are a source of pastoral support and prisoners and families can call in and talk to a member of the team with any concerns they may have regarding their family members. Where needed the chaplaincy department offers bereavement support to prisoners and maintain contact with families during this time. Some populations within the prison have increased visits from chaplaincy. These are detailed below:

· Any individual placed on Rule 49 (daily visits)

· Any prisoner residing on CSRU (daily visits)

· Any prisoner on an ACCT document (weekly visits) 
Friends Of Feltham

Friends of Feltham is a charity that supports HMP & YOI Feltham. They fundraise to provide financial benefit and relief for prisoners at Feltham. They provide the facility of a hardship fund for those individuals who, for example, have no money for pin phone credit to keep in contact with family members. They also offer assistance with family visits where possible. They are a valuable support and without such help some may find significant difficulty in maintaining family ties.
Safer Custody Hotline

Staff at Feltham do their utmost to ensure the safety of all prisoners in their care. At times prisoners may disclose information to family members by phone or letters that they have not made staff aware of. If at any time this information indicates the risk of harm to the prisoner, it is important the prison are made aware of this as soon as possible in order to safeguard the prisoner. This information can be shared through the prisoner’s Prison Offender Manager or by calling the Safer Custody Helpline free on 0800 528 0967 (this line is an answerphone messaging service which is checked three times a day during the week) or contact the prison Safer Custody team by email: Feltham.ResBAdultsafeguards@justice.gov.uk The team will respond within 72hrs. 
On occasions when your concerns fall outside of these times or you think the prisoner is at immediate risk please call the switchboard on 0208 844 5000 and ask to speak to the Orderly Officer and explain that your concern is an emergency.
The establishment also has an Adult Safeguarding strategy which outlines how to report
any abuse or safety concerns.
Prisons have a duty of care to make sure the mental and physical health needs of every prisoner are being met. If you have any concerns, or feel that a prisoner’s healthcare needs are not being appropriately supported, let the prison know by contacting the Safer Custody team

Please note: there are restrictions on sharing healthcare information to protect the prisoner's personal data.

It can be very worrying if a prisoner stops contacting you and you don’t know why. If this is out of character and you think this might be a sign that a prisoner is not coping, please call the Safer Custody Helpline. Let the prison know who you are worried about and request a wellbeing check.

It is important to be aware that there may be other reasons that contact may have stopped however, you should contact the Safer Custody Helpline if you are worried about a prisoner’s wellbeing.
Email a prisoner is a service which allows families to send an email to someone inside the majority of UK prisons. The emails are printed out and delivered along with other post on a daily basis. The cost of this is just 40p. The website below gives more information about the service, how to sign up and other details.

Visit the Email a prisoner site: https://www.emailaprisoner.com/

Feedback process
We work incredibly hard to ensure all prisoners receive the highest level of care whilst serving their time at Feltham and family members are welcomed when visiting the prison. For this reason, we actively seek feedback from family members should your experience be positive or should our service fall below your expectations.  Complaints can be made by completing a complaint form available in the visitors’ centre or by writing to the following address:
FAO Admin 

HMP & YOI Feltham

Bedfont Road
Feltham

Middlesex TW13 4ND
All complaints will be dealt with by the Governor and you will receive a written reply. We aim to complete any reply within 20 working days wherever possible.
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