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What is this handbook for?
This handbook tells you what to do if a communication professional who is registered with NRCPD does not act how the Code of Conduct says they should act.
What are the main things I need to know?
Anyone can make a complaint.
You can only make a complaint about a communication professional who is registered with NRCPD.
You can only make a complaint if you think they did not act how the Code of Conduct says they should act.
You must make your complaint within six months of the event. But we recommend you complain as soon as possible.
You must tell us your name and contact details. That is because we want the process to be fair for everyone.
You must give us evidence.


Introduction to NRCPD
NRCPD regulates communication professionals who work with deaf and deafblind people. 
Communication professionals are sign language interpreters, sign language translators, speech to text reporters, lipspeakers, interpreters for deafblind people and notetakers.
We believe the job they do is complicated and important. They make sure people understand what happens in a doctor’s appointment, courtroom, police station, classroom, working environment and elsewhere.
If a communication professional does their job badly the consequences can be serious. It can threaten the life or freedom of a deaf or deafblind person.
So we make sure the people who use communication professionals are kept safe and receive a high quality service. We do that by checking they are properly trained to do their job safely and consistently.
We expect everyone who is registered with NRCPD to have certain knowledge and skills. We call these ‘professional standards’. Only professionals who meet the standards can carry an NRCPD photo ID card.
[IMAGE OF NRCPD CARDS]
The Code of Conduct says how communication professionals should act. Everyone who is registered with NRCPD has agreed they will do what they Code says.
The National Occupational Standards say what communication professionals should know and understand. Before someone can register with NRCPD they must have that knowledge and understanding or be in training to get it.


Why should I make a complaint?
It is important to make a complaint if you think a communication professional did not act how the Code of Conduct says they should act.
It is important because it helps us to protect you and other people. If you have a bad experience and don’t tell us, we can’t make sure it doesn’t happen to anyone else.
Sometimes a communication professional will have just made a mistake. But it’s still important we know about it so we can make sure other communication professionals don’t make the same mistake.
But other times it won’t have been a mistake. Then we can decide what to do.
[EXAMPLES OF WHAT CAN GO WRONG - IN BOXES]
John took a sign language interpreter to a hospital appointment. The interpreter didn’t have the right skills, so John didn’t understand when the doctor told him what was wrong with him. The doctor didn’t know John hadn’t understood. John didn’t get the medicine he needed.
Sarah was caught speeding in her car. She booked a sign language interpreter to go to court with her. The interpreter was late. When he did turn up he was wearing jeans and scruffy t-shirt. The magistrate was frustrated and became angry. She took this out on Sarah. Rather than a £60 fine, Sarah was fined £250.


Who can make a complaint?
Anyone can make a complaint about a communication professional who is registered with NRCPD. But you must give us evidence and your name and contact details.
If a complaint is made anonymously we usually won’t do anything about it. This is because we want the complaints process to be fair for everybody.
If you submit a complaint anonymously we cannot ask your for more information. And the communication professional will find it difficult to defend themselves.
But if the complaint is very serious, we might do something about it.
Who can I make a complaint about?
You can make a complaint about any communication professional who is registered with NRCPD.
You can’t make a complaint about a communication professional who is not registered with NRCPD. That’s because NRCPD is currently a voluntary regulator. That means communication professionals don’t have to be registered with us.
But because we think they should all be registered we do want to hear about problems with unregistered communication professionals. It will help us to explain why they should have to register by law.
What can I make a complaint about?
You can make a complaint if you think a communication professional did not act how the Code of Conduct says they should act.
That might include
	being dishonest, committing fraud or abusing someone’s trust;

taking advantage of a vulnerable person;
not respecting someone’s right to make their own decisions;
not keeping information confidential;
discriminating against someone; or
	not having the skills they say they do.
How do I make a complaint?
The first thing you should do if something goes wrong is try to talk to the communication professional about it. You might find out there was simply a misunderstanding.
But if an informal approach doesn’t work, or if the problem was so serious you don’t want to talk to the communication professional, you can make a formal complaint.
You should complain as soon as possible after the event. But you must complain within six months.
You can make a complaint by
	filling out the form online;

filling out the form in writing and sending it to Registrar, NRCPD, Mersey House, Mandale Business Park, Belmont, Durham DH1 1TH; or
	answering the form in a video and sending it to complaints@nrcpd.org.uk.
You will need to tell us
	your name;

your contact details;
the name of the communication professional you are making a complaint about;
if you tried to resolve the problem informally with the communication professional;
what part or parts of the Code of Conduct the communication professional didn’t follow;
what happened;
when and where it happened;
if there were any witnesses; and
	who arranged for the communication professional to be there.


What happens after I make a complaint?
The NRCPD complaints process factsheet explains what will happen in detail. The main stages are below.
	We decide if the complaint can be accepted.

We investigate the complaint.
	We decide if there's enough evidence to continue or not.
	We might recommend mediation.
	If mediation isn't appropriate or it doesn't work a committee will consider the complaint and make a decision.
	If you don't agree with the committee’s decision you can appeal if
	there is new evidence; or
	the committee didn't do what it should have done.
	If your appeal is accepted a committee will consider it and make a final decision.


What is mediation and why should I agree to it?
Mediation is a way of solving a problem between two or more people. It involves a trained person – called the mediator - helping you to talk it through and reach a solution.
Mediation can be helpful because sometimes a problem is simply the result of a misunderstanding. Or you might know the communication professional didn’t mean to make a mistake but you want to make sure it doesn’t happen again.
The mediator is trained to help you think creatively. They will help you consider all the options, including some you might not have thought of.
Talking it through with the help of a mediator can lead to a solution quickly. A committee approach can take much longer.
Mediation means you have more control over the process. A committee approach means it’s up to the committee alone to decide what happens.
Because you decide together what should happen, it makes it much more likely the communication professional will do what is agreed.
Everything is kept confidential unless you and the person you are complaining about agree to make it public.
The NRCPD mediation process factsheet explains what will happen in detail.


What will the result of my complaint be?
If you don’t enter mediation or mediation is unsuccessful, the result of your complaint will depend on
	what happened; and
	the proof of what happened.

For your complaint to be upheld you must provide evidence a communication professional registered with NRCPD did not act how the Code of Conduct says they should act. A committee will consider it and make a decision.
If your complaint cannot be proved we will reject it. We will not keep a record of the complaint.
If your complaint is proved, what happens next depends on what happened. The committee might
	give the person you complained about a formal written warning explaining how they should act;

require the person you complained about to do something, such as training;
suspend the person you complained about from the Register for a specific amount of time; or
	remove the person you complained about from the Register.
	

Contact details
British Deaf Association (BDA)
The BDA is focused on achieving equality for Deaf people through community empowerment, membership and campaigning. This includes advocacy for Deaf people.
Email: bda@bda.org.uk
Telephone: 020 7697 4140
SMS/FaceTime: 07795 410 724 
ooVoo: bda.britdeafassoc 
Skype: bda.britdeafassoc
Website: www.bda.org.uk
Citizens Advice
The Citizens Advice service helps people deal with their legal, money and other problems by providing free, independent and confidential advice.
Phone: 020 7833 2181 (to find out where your local office is)
Text relay: 08444 111 445
Website: www.citizensadvice.org.uk
NRCPD
Email: enquiries@nrcpd.org.uk
Telephone: 0191 383 1155
Text: 07974 121594
Mersey House
Mandale Business Park
Belmont
Durham
DH1 1TH

