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1     to be doing that.

2 A.  Yes.

3 Q.  If they didn't tell --

4 A.  Uh-huh.

5 Q.  -- the home that --

6 A.  Uh-huh.

7 Q.  -- is that not a disservice to them?

8 A.  Well, I just wonder.  I mean, I have explained that

9     inspection was a collaborative process.  I -- you were

10     -- the 1983 whatever it was that has been described as

11     a draft report, an aide-memoire, etc, I'm not sure of

12     the extent to which that would have been agreed by the

13     other colleague who was -- who was also present during

14     the inspection.  So to that extent I'm not sure what

15     discussions took place after that, whether it was agreed

16     that perhaps someone didn't experience the lack of

17     competence as one inspector saw it in exactly the same

18     way.

19 Q.  Is that not so serious a thing that would you expect to

20     find it on the file if it happened?  If a discussion

21     took place between them about the fact that one thought

22     the lead member of staff in one unit was incompetent,

23     and the other disagreed about that, and that, therefore,

24     they weren't going to do something about it -- and

25     I~have to say Mr Chambers was not demurring at all from



Two matters may merit particular comment: 

7.   Our report commented on the fact that there was no record book for recording 
the events of importance connected with the home, as required under 
Regulation 5 (3) and Schedule 2 of the Children and Young Persons (Voluntary 
Homes) Regulations (Northern Ireland) 1975.  Regulation 4 (2) requires the 
administering authority to make arrangements for monitoring visits to the home 
at least once in every month.  From an inspector's perspective, evidence of 
such visits would be found in the record of events of importance. Since there 
was no record we did not have the evidence but we were informed that Mother 
Regional visited 3 or 4 times a year.  Although we did comment on the lack of a 
record book for recording events of importance we should probably have made 
a stronger comment regarding what we perceived as the insufficient frequency 
of monitoring visits by Mother Regional.  I understand that the Committee of 
Inquiry was informed that Mother Regional visited Nazareth Lodge 15/20 times 
a year in a monitoring capacity.  I am sure we would not have recorded that 
Mother Regional's visits were only conducted 3 or 4 times a year unless we 
were so informed at the time.  We did not see any record to show that there 
had been any more frequent visits by Mother Regional .  We were informed she 
had appointed two "councillors" who met monthly to discuss the affairs of the 
home.  However, this may not have provided adequate independent monitoring 
coverage to satisfy the objects of Regulation 4 (2).  In any event the requisite 
record of events of importance, where such visits should have been recorded, 
did not exist.  We should probably have made a stronger recommendation 
emphasising the administering authority's statutory obligation.  

8.   Regarding the visits of volunteers to work with the children we saw the potential 
for certain benefits from this.    However, we did recommend, in our inspection 
report,  that management should always make appropriate background 
enquiries regarding the credentials of persons offering to do voluntary work 
before linking them with the children.  Although there may have been no 
statutory procedures dealing with the vetting of volunteers at the time I am now 
aware, from the Hughes Inquiry Report 1986 (paragraph 9.7 – HIA 909), that, 
by letter, dated July 1972, the Belfast Welfare Authority had asked the home to 
ensure that the Welfare Department was notified and couples or families 
approved before children in care were allowed out of the home, even for day 
visits.  The sister in charge of the home gave evidence to the Hughes Inquiry 
that procedures had been laid down by the Boards that no child could receive a 
visitor nor could a visitor take a child away from the home without the proper 
approval of the field social worker responsible for the child.  In light of this and 
its relevance to the position of volunteers within the home we should, perhaps, 
have made a more specific recommendation that clearance of volunteers 
should have been done by, or in close consultation with, the relevant HSS 
Board which had statutory responsibility for the children being visited. 
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Social Services (CSS) in Northern Ireland, maintaining close links with the 
social work training establishments.  I worked closely with the training branch in 
the DHSS and provided advice about a range of matters relating to the 
development and on-going provision of training for social workers and social 
care staff in the Boards and voluntary organisations. 

5.   From a distance of 30 + years I have very limited recall of detail about 
inspections which I carried out for DHSS and none at all of the inspection of 
Nazareth Lodge in 1983. Apart from the 1983 inspection I do not recall having 
undertaken any other work with the staff or management  of  Nazareth Lodge.  I 
certainly have no recall of any reference to abuse of the children from the 1983 
inspection and I think it likely that, had abuse of children come to our attention, 
it would have remained firmly in my memory.  Had there been any such 
concerns we would certainly have referred to them in the inspection report.   

6.   I have had the opportunity to examine the Departmental file which contains the 
report of the inspection of Nazareth Lodge carried out between 10 and 12 
October 1983 by Mr Norman Chambers and myself ( SNB 14316). There was a 
number of concerns identified in the course of that inspection and these are 
covered in the inspection report.  However, we did not come across any harsh 
treatment of the children or unacceptable methods of discipline.  Later 
correspondence between Mr Chambers and the Eastern Board confirms that 
the children did not make any complaints regarding their treatment in Nazareth 
Lodge during the inspection visits (SNB 19053).  The report resulted in 19 
recommendations for actions to be taken to improve the running of the Home 
(SNB 50522).  The Home's response to each of the recommendations is 
contained in a letter to the Department from , the Sister-in Charge 
of Nazareth Lodge at that time (SNB 50406).  The concerns that were 
highlighted from the inspection related to matters such as fire safety, insufficient 
attention being given to individual work with the children by care staff, 
preoccupation with cleanliness and tidiness and the completion of a range of 
domestic duties allowing less time for care staff to respond to the  emotional  
needs of the children, a sense of frustration amongst care staff at how they 
perceived the Home being managed by the Sisters in a rigid and authoritarian 
manner, staff being talked down to and treated as underlings, petty rules, lack 
of interaction between care staff and parents (restricted mainly to the Sisters),  
lack of attention to training and the development of staff  etc.  We also 
commented on what we regarded as inadequate staffing levels.  In only one of 
the three groups did there appear to duties carried out which in the inspectors' 
view resembled appropriate residential social work. Much, therefore, was 
required to be done to raise the standards of care in the Home.  All in all, it 
could be concluded that there was room for much improvement in how the 
Home was being run.  This inspection, of course, took place at a time when 
many children's homes were operated by staff with limited qualifications. 
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I. A special book in which is entered the date and time of 
Fire Drills and also the date of visits from the Fire 
Authority is kept in the home. 
A file is also kept for reports of Routine Inspections 
carried out by Fire Officers. Two of these are out

standing and I have requested that they be forwarded to us. 

2. Officers irom the.Fire Authority have visited the home 
on the I/2/'84; 8/I0/'84; I0/12/'84; 8/3/'85. 

3. The regular Fire Drills were resumed when the Fire Precaution 
work was fully completed and the Fire Alarm System had 
been checked and tested •. 

4. Regular Fire Drills are now carried out and efforts are 
being made to vary the time. 

5. 

6. 

Group Meetings are held weekly within each unit. 
' I -:,.~.. t.('-{'!.-~-~ ;,1~ ,; i:: ,f.,.•. 

i 

Consideration has been given to the possibility of 

appointing male staff. Three have already been engaged 
as vacancies occurred. 

7. The seconding of some staff to either the CSS course or 

the CQSW has received attention and the Department of Health 
and Social Services has been asked for financial assistance 
and to help with the placement of two staff on one or 
other of these professional training courses. 

B. Whenever suitable Short training courses are advertised, 
the staff are invited and encouraged to attend them. 

At present with the assistance of the Department arrangements 
have been made with Rupert Stanley College to have in

service training given to all our caring staff in a course 
extending over a twelve week period. This training is 

given one day per week and commenced on the 13th. March. 
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<j 9. We have changed over to straight shifts and this 

minimises the amount of domestic chores allocated to 

each individual staff member. 

IO. Primary worker system was already introduced into one 
group at the time of the Inspection. It is now working 
well in the other two groups. 

II. Parents have always been made to feel welcome and are 
encouraged to visit the children. They are invited to 
involve themselves in the physical care of the children 
and when appropriate to partake of a meal with them. 
We are aware of the importance of the relationship 
between child and parent and we realise that any work 

undertaken with the child must of necessity include the 

parents. 

I2. It has always been our policy to make appropriate enquiries 
about the character of persons offering to do voluntary 
work. Since our Inspection, however, we have asked for 
this information to be given in writing. 

(} . I3. The evening meal is now cooked in each of the three units 

on four evenings in the week. The menus for all meals 
were arranged by the head of unit after consultation with 
staff and children. 

I4. Children are involved in the preparation of their own 
meals in the group kitchens but to date no decisions have 

been taken regarding the purchasing of food. 

I5. In each of the three units there is a book set aside for 
recording events of importance. 
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( lj 16. Copies of relevant court orders are obtained from 
Social Services on request. 

I7. Delays still occur in receipt of reports- but demands 
are made of fieldworker to forward minutes of reviews 
as soon as possible. 

IS. Opportunities are provided within each unit to help 

prepare children for independence. 
Consideration is being given to the possibility of 

' ~ using part of the top floor to further prepare 
residents for independent living. 

I9. In forthcoming meetings with the Area Board issues 
will be raised concerning future trends in Child Care. 

We feel confident that Nazareth Lodge will make every 
effort to meet the required need and work in conjunction 
with the Eastern Health & Social Services Board. 
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1. Catplaipts fo:tlll an· .inp:lrtant ItEans by Mrlch practices which have to be rectified 

can be brought to our attention. '!hey should be regarded in this light and, 

while it is not the intention. to·make children, or their parents,' co;nplaints 

c;p~IE}~s! there needs to be a procedure which is understood and operated within 

tHese guidelines. 

'!he p.upose of this doc:unent is to outline : 

(a) what typically constitutes grounds for complaint; 

(b) how complaints should be handled, investigated and nonitored; 

(c) how children and parents should be nade aware of the Complaints 

ProCedure. 

2. Grounds for Complaint. 

'!he Depa.rtnent of Health and Social Services has given a useful guide about 

grounds for oomplaint. It is pointed out that a child may, on the basis of 

previous experience within his or her, family, actually expect harsh treatnent 

from staff and if the child does not realise that such treatnent is oontrary to 

gcod child care practice and in breach of the rules applying in the Residential 

Unit, be/she may accept the treatnent Without complaint. '!his fact must be borne 

in mind by all who have a responsibility for the care of children in our Hooes. 

3. Abuse and ill-treat:r.ent in Children's Horres can be said to fall into the 

following main categories: 

exce~sive };hysical punishrrent 

};hysical u.;L-treatnent 

psychological ill-treatnent 

sexual abuse 

bad institutional practices 

negleCt or lack of care 

4. Mtat is ~ed is a definition of ill-treatnent which will be readily 

understood by children in care and their parents. It nust also corrrnand 

widespread support and be v.urkable. Tl<e definition of ill-treatnent in residential 

care contained in the l::ooklet given to children in care by D.lrham County Council is 

as follows: 

"(a) . all foDJIS of p.mishrrent to the body, for example, str.iking, 

slapping, snacking, shaking or kicking; 

(b) not letting you have rreals; 

(c) stopping you visiting y= parents when it has already been agreed; 

(d) actions by staff that I!Bke you look small, such as not talking to· 

you; being blarred for everything, being made to v.ear second-hand 

clothes, or clothes that don't fit you; or being kept in pyjanas 

all day or being made a fool of, etc.; 

1 • 
. ··--- ........ -··-- -·· 
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(e) being locked up in a r=m; 

(f) \'ohen the staff run down ycur parents to you or other children; 

(g) being p.mished when you wat your pants or your bed; 

(h) anything that takes away your dignity, or self-respect, in other 
=rds, lll3kes you feel small." 

5. ihe above list may not be totally conprehensive but does give an indication of 

the types of complaint which are likely to be a cause for concern. 

6. Handling of· Corr!plail'lts 

(a) .Receipt and· Investigation 

'lhe following procedures shall apply: 

(i) Written complaints should be acknowledged to the conplainant 

and recorded in the Conplaints Register. 

(ii) 'lhe conplaint should be investigated pro:rrptly by either the Sister 

in Charge of the Horre or by a person designated by her. 

(iii) If the complaint is made ag:linst a rrember of staff then he/she 

s.'lould be so inforrred. If the conplainant alleges either physical 

ill-treatment or sex abuse then the member of staff should be 

suspended from duty, with pay, until an investigation can be ca=ied 

out. 

· · In: such· cases M:Jther Regional nust be contacted inrnediatel y and wi:i_l 

· ·advise· on the form of· investigation to be ca=ied ·out. 

(iv) '1he conplainant should be informed of the out:care of the investigation 

as soon as possible. 

(v) Serious complaints (i.e. such as those defined under paragi:afil 4.) made 

verbally nust also be recorded in the Conplaints Register and the sarre 

procedure followad as that laid down for written catplaints. 

7. M:mitoring of· Complaints 

'1he p.u:pose of rronitoring conplaints is to satisfy those respcnsible for running 

the HO!Ie that there are no untoward practices being followed and also to establish 
' 

if there are any trends in the types of conplaints being received. 

'1he followi.'lg procedure will be adopted for the rronitoring of complail"lts: 

(a) ihe Canplaints R...ogister will be used as the basic reference point and, 

1-.tlere available, the original of the written complaint should be kept in 

a file =ss-indexed tG the Complaints Register; 

(b) It will be the respcnsibility of the Head of the HCI!C arrl the M:Jther 

Regior.al to review constantly the material entered into the Complaints 

Register. 'I'ne Complaints Register will also be a prirre record ;..hich it is 

understood will also be examined by officials from the Dzpart.rrent of Health 

and Social Services and Social l'lorkers from the Eastern Health and Social 

Services Board. 

2. 
~---~-~~---- -··· -·- -· 
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/o.. -omer -. ro e=I=>e - ~ of ~ effecti~ -.- ==<tt.e ro oo 
established in Nazareth Lodge. '!he ccmnittee will c:onprise three persons \o.ho will 

not have a mmagerrent role rut will be en=raged to visit the Hone; be made aware 

of the c:onplaints received and rrake such enquiries and investigations as they believe 

appropriate. '!he arrangerrent will be established for the period of a year in the 

first instance and within this period a decision will be taken as to whether the 

practice should be ~ended to other Hones or is v.orthy of being continued. 

·-·. 

9. How Children and Parents should be made aware of Procedure 

Children coming into care will be seen by the Head of the Hone and will be told 

how to rrake a c:onplaint if this should be necessary. Parents will similarly be 

interviev.~ as s=n as possible after the child's admission and will also be told 

of the Corrplaints Procedure. 

Children will be encouraged to discuss matters with the Head of their· section, 

the Head of the Hone or the Social Workers visiting the Hone. At this tine it is. 

not proposed to use cards as a rreans of c:ornmunication to the Director of Social 

Services. 

j 

3. 
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1     upon.

2 Q.  Obviously there is the ultimate weapon of

3     deregistration, but short of that were there any

4     sanctions that you could apply or was it just a matter

5     of advising?

6 A.  I can't think of any sanctions other than encouraging,

7     advising.

8 Q.  And this would have been kept entirely between the

9     Department and the home in question?

10 A.  I guess so.

11 Q.  Okay.  Thank you very much.

12 A.  Okay.

13 CHAIRMAN:  Now, Victor, thank you very much for coming to

14     speak to us today.  That's all we need to ask you.

15 A.  Thank you.

16                      (Witness withdrew)

17 CHAIRMAN:  We'll sit again not before 2.15, ladies and

18     gentlemen.

19 (1.22 pm)

20                        (Short break)

21 (2.15 pm)

22 CHAIRMAN:  Ladies and gentlemen, I am sorry to have kept you

23     waiting rather longer than we anticipated, but there

24     were some administrative arrangements that we had to

25     deal with before we could resume the hearings this
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1     and another large children's home all on the one campus,

2     so that would have been not my expectation of

3     a children's home, but having said that, once you got

4     into the homes the Sisters had made considerable effort

5     to personalise the homes, to make them domestic in

6     nature, and they had done that as much as they could,

7     given the structure of the buildings and the premises

8     that they had, but I felt that because of where policy

9     was going, that these homes were in the transition.

10     They had been very large.  They were reducing in size,

11     and to me it was inevitable at some stage in the future

12     these homes would no longer have a function, but in the

13     meantime that they should operate in a way which was as

14     domestic as they could make them, and I do think that

15     considerable effort was put into making them as domestic

16     as they could within each of the units.

17 Q.  Yes.  So the unit itself did reasonably resemble what

18     a small children's home would look like, albeit when you

19     went out that double door, you were into something that

20     obviously wasn't a small children's home?

21 A.  That's right.

22 Q.  I'm going to use a colloquial phrase.  Cutting to the

23     chase, because there is 29 pages of your report and I am

24     not going to pour over it, but you will probably tell me

25     understandably you don't have an acute memory of the
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1     complaints, because if they dealt with something

2     informally, they didn't view it as a complaint.  So

3     I did notice that, but I would have gone through the

4     children's records and the daybooks.  So if there were

5     behaviours that I thought were untoward that hadn't been

6     recorded, I would have picked that up, because I did

7     check those.

8 Q.  That's very helpful.  That's a helpful clarification for

9     me.  Can I just ask in terms -- and this is the final

10     one you will be glad to hear -- in relation to the

11     hierarchy you have obviously got Dr McCoy above

12     Mr Chambers.

13 A.  Uh-huh.

14 Q.  Was there the potential within the Inspectorate, if you

15     and Mr Chambers had a different view about something, to

16     go forward and escalate it up to Dr McCoy or would that

17     not just have been the thing to do?

18 A.  It wouldn't have been the thing to do.

19 Q.  Okay.  Thanks very much.

20 MR LANE:  When you were discussing the staffing and you said

21     that the staffing wasn't ideal, it was a bit thin in the

22     event of problems, were you making this observation just

23     simply on what people had said to you and your own

24     reading of the situation or did you actually apply any

25     sort of formulae or guidance that there was on the
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1     staffing levels for residential homes?

2 A.  Well, we always looked at the levels using the Castle

3     Priory measures.

4 Q.  Right.

5 A.  So they were within the requirements, but it didn't --

6     there was no -- because of the size of the home, it

7     didn't give them any margin of error.  That was

8     basically the problem, particularly at school holiday

9     times, where you've staff going on leave and you've

10     children at home, so those sorts of things, but once you

11     get the voluntary visitors' reports, you will see that

12     over the summer holiday period that the team leaders did

13     use considerable imagination to keep the children

14     occupied during the day outside of the home.  So that

15     probably helped them to cope with not having a staffing

16     level that I would have thought would have given them

17     a bit more ...

18 Q.  What sort of assumption was made about the number of

19     hours that the Sisters would work?

20 A.  The Sisters seemed to work all hours.  They did -- they

21     were on -- they manned the roster during the day and

22     then they did sleeping.  So it just seemed to be that

23     the slack was taken up by the Sisters.  They didn't have

24     a set working week from what I could gather.

25 Q.  I appreciate they may have actually worked all hours,
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1 Q.  Marion, I also -- just for completeness, I did say to

2     you and you agreed that you would look in what remains

3     of your archive to see what other departmental material

4     you might have that would assist the Inquiry, and you

5     will come back to me on what you find in addition to

6     whatever version of the manual you have.  We may need to

7     ask your assistance further and I hope you will be

8     prepared to do that.

9 A.  Thank you.

10 Q.  I am not going to ask you any further questions now,

11     Marion.  The Panel Members may want to ask you

12     something.  So if you just bear with us for a short

13     time, please.

14                   Questions from THE PANEL

15 CHAIRMAN:  Marion, I would like to pursue, if I can, two

16     quite distinct matters with you.  In your report, if

17     I have noted it correctly, you noted that the staff

18     during the inspection of Nazareth Lodge were on the low

19     side.  So there was a lack of -- there was over-reliance

20     on the Sisters to step into the gap if there was a gap

21     created by a sickness or holiday leave or resignation or

22     whatever.  So the picture, as I understand it, from what

23     you found at the time was the staffing level was just

24     about adequate.

25 A.  (Nods.)
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1 Q.  It couldn't be condemned as inadequate, but it wasn't

2     ideal.  Is that a fair summary?

3 A.  That would be fair, yes.

4 Q.  Another aspect of the staff attitude was that -- we have

5     heard ten years before was they felt they weren't --

6     their views weren't even asked, let alone given any

7     weight at all.  Did you get any impression that was the

8     position as far as the staff vis-a-vis the Sisters were

9     concerned?

10 A.  Well, there was different views expressed by staff, and

11     in the report I mention that some staff did feel that

12     their views were of secondary importance.  Now as part

13     of the inspection I would have spoken to as many staff

14     and children, visiting social workers and if there were

15     parents visiting as possible.  So by my action I sought

16     to give staff the impression and the view and the

17     acknowledgment that their points of view and their

18     comments were as important to me as the managers of the

19     home.

20 Q.  But some of the staff, but not all, therefore, indicated

21     a degree of unhappiness with the position.  Is that what

22     you picked up?

23 A.  Yes.  Some of them obviously felt they weren't being

24     given enough freedom to act or their views weren't taken

25     into account --
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1     leave after a fight with another member of staff in

2     which she threatened to throw hot chip fat round the

3     other member of staff.

4         HIA210's view was that on the whole he did not

5     deserve most of these beatings and that they were more

6     severe than necessary.  If these incidents are, in fact,

7     true, it would give us a further insight into HIA210's

8     behaviour."

9         Now in your statement you say that, having listened

10     to HIA210, you believed there was some substance to the

11     allegations that he was making, NL180.

12 A.  Yes, I did.

13 Q.  Can I ask why you felt that?

14 A.  When HIA210 was telling me about the actual incidents as

15     they -- that had happened, he seemed to relive part of

16     them.  He also was I think generally an honest child.

17     He wasn't one that could create elaborate deceptions,

18     and I do feel that in this instance he was telling the

19     truth, and sitting face-to-face with him, that was my

20     belief.

21 Q.  You were saying -- we were talking about the type of

22     child that he was earlier.

23 A.  Uh-huh.

24 Q.  You mentioned the fact he ended up in a special school.

25 A.  Yes.
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section 168 is ‘examination’, which we considered covered both. Besides, 

they had accepted it as their responsibility with regard to the complaint by 

2.10 While a discussion was offered rather than further correspondence, 

arrangements were already underway for the PSW to interview the third 

complainant  and this took place on the 7th February 1986, the 

same date as the CSWA’s second letter, see Exhibit 3 in relation to 

sequence of correspondence in relation to this. He must have been aware 

that this was going to happen before he sent his letter. Consequently we 

decided to complete this interview rather than discuss the matter as we 

expected to obtain further corroboration of HIA 210’s allegations. 

2.11 The Department appeared to be concerned about their responsibilities, 

while we were trying to ensure that we had the best arrangements in place 

to provide an opportunity for the children to be heard, as to the care and 

treatment they had received during this period; and, if they had been 

abused, to hold the relevant staff to account for this, including investigation 

by the Police, if necessary. 

With regard to the legal principles underpinning complaints I have already 

referred in the statement in relation to to parens patriae and 

the Paramouncy Principle; the latter ensuring that the welfare of the child 

supersedes all other considerations. We were of the view that the best way 

of implementing these principles was through a co-operative approach to 

investigation, when dealing with general malpractice; with the Department 

as the Registering Authority and Inspectorate taking the lead role, as the 

outcome could have implications for the continued registration of the Home. 

Instead, we were being told to implement procedures which were not fit for 

purpose as far as general malpractice in residential care was concerned. 

2.12 , was interviewed on the 7th February 1986, and the report from 

the PSW to me is dated the 18th February 1986, see Exhibit 4. It is the 

copy for District records and the original is not available, consequently I am 

unable to confirm whether I received this report at the time. If I did, I would 
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have discussed it with the DSS, but this would have been done within a 

matter of days normally and could not account for the delay in sending it to 

the CSWA (30th April 1986). 

2.13 To date, no other records have been located in relation to this period. 

However there are records relating to the 1984 – 1986 Hughes Inquiry and I 

can still clearly recall the few months following the publication in January 

1986 of the Hughes Inquiry Report. This was a very busy period for both the 

Director and myself and indeed the Department, as we had to respond to 

the Report and prepare papers for the Board in relation to the 

recommendations which had been accepted, as well as dealing with the 

press and media. 

This had to be given top priority. It was also a traumatic period for me 

personally, as I considered that I had been treated unjustly in this Report 

and the Board had agreed that I could put a written response on the 

Board’s records, as this was also the view of my colleagues and Board 

members who knew me well. 

2.14 Although it was historic abuse, and the children in Nazareth Lodge were no 

longer at risk, we were anxious to bring this matter to a conclusion and the 

Report should have been forwarded to the CSWA within a week of me 

receiving it. 

 
I cannot recall having seen it at this time. There are only two possible 

explanations; either I did not receive it at this time, or it was mislaid and it’s 

discovery, in either, eventuality, was prompted by  the PSW contacting me 

to find out what was happening, as any correspondence with the CSWA 

was copied to him. The latter is more likely to have happened in my view. 

2.15 This had happened on a number of occasions in the past, when different 

correspondence had become attached. I always had a full in-tray and a full 

pending tray because of my workload. I had to prioritise my work on a daily 

basis and was usually only able to respond quickly to high priority cases. 

Other cases were treated as pending and it would sometimes be a few 
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