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historically the contract-monitoring element of that was lost more than the 
management going into that role, and, therefore, the contract-monitoring 
element wasn't as strong as it perhaps should have been. 

Q. I will be quite clear with you, Ben, and we have talked to a couple of 
Home Office personnel, and I think they have conceded to us certainly now that 
to the extent that they did scrutinise contracts, their concerns were very much 
to do with delivery of the immigration agenda, so not things like overall welfare 
of detainees, cleaning of the centre. They did notice that, but the overall 
experience of detainees and the culture of the place was not really something 
they were terribly bothered with, although they were in the centre a lot. 
A. Yes, that's true. 

Q. They should and could have noticed all sorts of things that they probably 
didn't. Is that fair? 
A. Yes, I think that's absolutely fair. Their primary focus was all about the 
removal process. Absolutely right. Of course, they care about the welfare and 
at different degrees, but, yes, their primary focus was the removal process. 

Mr Marsden: Talking to someone like Paul Gasson, the impression you have 
is that a failure to make a charter work effectively would be -
A. A big deal, a big expense, big media and a big relationship issue for the 
Home Office. 

Q. With G4S? 
A. Yes, if we didn't manage them. We manage charters well, but if we 
didn't manage that well, then that would be a big issue for them. 

Q. 
A. 

Q. 
A. 

Q. 
A. 

Yes, they would keep you under the cosh for -
It is not all within our control, so we are not the only -

Sure, absolutely. We understand that. 
Part of the operation, yes. 

Good tactics. 
Yes, but it's -

Q. You could be captain. 
A. Yes, that's right. The charters were a big deal and it takes a lot of work 
to put a charter together. We are just one small part of it, but there is a lot of 
stuff that we don't even see. 

Q. Yes, we have observed charters going out, and so we have a good 
understanding. 
A. We worked really hard, and we tried to work with Tascor to try and make 
those work as much as -

Q. I suppose what I am saying is he would be more accountable and 
feeling more pressure over that. It is bearing out the point Kate is making. 
A. He would care more about royal-Official visits, for example. Official 
visits were really difficult to manage and we worked with the Home Office to try 
and manage that. They became quite unreasonable towards the end of my 
work there because the volume and late notice that they would impose on Visits 
staff to get people there within 30 minutes. 
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Therefore, we incurred quite a lot of performance penalties through that, 
and we were very clear about what we did and what we didn't. We would 
scrutinise an investigation and take an honest view ourselves about whether it 
was an excuse or there was a reason, and whether there was valid mitigation 
or not. 

However, he cared much more about Visits than he did about education 
delivery, for exampled. Yes, ACDTs were important to him, but not part of his 
daily concern. He was more interested in the delivery of removals. 

Ms Lampard: The issue of staffing levels, which hadn't been an issue for some 
time, one doesn't get the impression that they actually ever particularly focused 
on that either. 
A. No. Michelle Smith did more. She was more concerned about that. I 
certainly had conversations with her about it. However, we were sometimes 
really tight with staff, and, certainly retention was difficult. Recruitment wasn't. 
We didn't find that especially difficult, although we did at times. It went in 
waves. We tried different strategies to try and recruit more people, but we are 
in a very competitive area there. The airport were paying more money, we had 
several members of staff went over there from the Security Team. Yes, staffing 
was a struggle at times. 

Q. Okay. I think we will move on to that subject in a second. Let's go back 
to some of the other things I wanted to ask you about. 
A. Sure. 

Q. One thing that had become apparent to us, I think, looking at the 
relationships between the Senior Management Team, was that there was a 
history of dysfunctionality there. Do you accept that? 
A. Perhaps you could expand a bit more? 

Q. Yes, okay. It was quite an unstable team in the sense that I think 2013, 
2015, 2016 three senior managers left their jobs after initiating grievance 
procedures, and then at the end of 2016 the Head of Security leaves following 
complaints by colleagues and staff that he had been bullying. It seems to us 
that there is quite a culture there of people not addressing problems, or 
addressing them in a particular way, which is to take out a grievance, and that's 
mirrored through the building, throughout the staffing. Does that ring true for 
you? 
A. Yes. The history of the Senior Management Team was that three senior 
managers left in one go. 

Q. 
A. 

When was that? 
In 2012. 

Mr Marsden: This is when Andy poached the -
A. Yes, Derek, Ian and Michelle. Derek was the director. Ian Danskin was 
the deputy, and Michelle Dunning Dyne was the next in charge. They all left to 
go and work for a competitor to do a bid for the Heathrow IRCs, which is when 
I came in and I recruited Duncan Partridge, who was the deputy, and Michelle 
Brown. 

Q. He had gone for the job, the director job, as we understand it? 
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A. It is difficult, isn't it? How do you know what you don't know? You have 
a responsibility to go and find out what is going on in our places, and I have 
taken full accountability for what's happened, but I feel very let down by 
individuals because you put your trust in people. It doesn't mean to say that 
you don't monitor and check and do all the things that you should do, but I feel 
really let down by individuals who have behaved appallingly. 

Ms Lampard: When you say the individuals, do you mean the ones who were 
featured in Panorama, do you mean other members of your team? 
A. Certainly, those people who featured in Panorama. I feel really let down 
because we were very clear through training, and refresher training and I would 
give messaging out in morning briefings every day, and staff forums, and new 
ITCs that would come in. I talked very explicitly, very clearly, around the 
importance of doing our job with a very clear consideration for the human 
element of what we do. 

Frankly, the Home Office didn't really care about the people we looked 
after, and that's a very general kind of comment and I wouldn't want it quoted 
in that way in the report. There are elements of people in the Home Office who 
did care very much, but the Home Office entity corporately was mostly 
concerned about the removal process and the functionality of it. 

Q. Could I say, frankly, the Home Office corporately didn't really care about 
how you looked after people? 
A. Or didn't appear to, maybe. We had a number of examples. For 
example, I can remember a guy who was released and he wouldn't leave and 
we were told that we should restrain him out of the door onto the road, and we 
just refused to do it. We were patient with him. We can't do that. I don't believe 
in that kind of practice. 

Mr Marsden: Who was that at the Home Office? Was that Paul? 
A. I can't remember specifically who it was, but the expectation was he 
needs to leave. It was the major corporate flavour. It was the feel of it, whereas 
my view is we must do our work. Okay, we are agents working for the Home 
Office and we have a job to do, and it is not our job to get involved in the 
decision-making process. We deliver what the contract expects us to deliver, 
but we must do that in a humane way and we must do it with a conscience, 
considering people's welfare and wellbeing. 

Q. Was that then losing sight of the humanity of all of this, or was this, 
actually, we want to create a slightly more hostile environment? It sounds like 
more humanity, just a big machine -
A. The hostility - there is this hostile environment approach, isn't there, to 
people who shouldn't stay here in the country. There was an element of you 
have had opportunities to leave before now, and now you find yourself in an 
IRC, so you have brought on yourself a kind of attitude is what I found. I was 
really struck by the desperation you could see in people sometimes, because 
whatever the situation, whatever the decision that has been made, some of 
them feel very genuinely desperate about returning to their countries for 
whatever reason, and you see that on a daily basis. The staff are exposed to 
that on a daily basis, which makes it one of the most challenging jobs, I think, 
dealing with people who are that desperate and that challenging. 
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