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Factsheet for Registrants and regulated Trainees: The complaints process
	The process begins when a complaint is submitted. A complaint should be made as soon as possible after the event.
	We usually only consider complaints about things that happened less than six months ago. But sometimes a problem might not become apparent until much later. That’s because the impact of a mistake might not be immediate.
	So we will consider all complaints, however long ago the assignment was. We will tell the person who has made the complaint if we will take the complaint further.
	A complaint is made by

	filling out the online form;

downloading the form, filling it out and emailing it to complaints@nrcpd.org.uk;
	downloading the form, filling it out and sending it to Registration Service Manager, 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.


	The person making the complaint needs to tell us

	their name;
	their contact details;
	your name;

if they tried to resolve the problem informally with you;
what part or parts of the Code of Conduct they think you didn’t follow;
what happened;
when and where it happened;
if there were any witnesses; and
	who arranged for you to be there.
After a complaint has been submitted
We will only accept a complaint if
	the person making the complaint tells us their name and contact details;
	you are registered with NRCPD;

the complaint is made within six months of the event, unless there is a good reason why it is being made after more than six months;
what they say happened would mean you didn't act how the Code of Conduct says you should have; and
	they have given us enough evidence.
Initial investigation
If we accept the complaint we will tell you that a complaint has been made.
	We will investigate the complaint. How long it takes depends on the situation.
When we have finished the investigation, we will explain the complaint to you. We will give you a copy of everything we have collected, including the evidence the person who made the complaint gave to us.
	This is to give you a full understanding of what the complaint is about. It means you can tell us your side of the story.
	You will usually have 20 working days to tell us your side of the story. Sometimes we might give you more time.
	You do not have to tell us your side of the story. If you do we might give a copy of what you tell us to the person who made the complaint. If we do, we’ll tell you.
	After you have given us your side of the story we might ask the person who made the complaint to provide more information. If we do, we’ll send that to you too. You will have another 20 working days to respond.
	After they have got all the information, the person investigating the complaint will write a report. It will include recommendations.
Suspension of registration
Sometimes the nature of the complaint might be very serious. If it is, we might decide that until the complaints process has finished
	your registration should be suspended; or
	conditions should be attached to your registration.
	If we do that it does not mean we have decided you did what the person who made the complaint said you did. But our primary duty is to protect the public.
	If we do decide to suspend your registration or add conditions to it, we will ask a professional adviser who is not a communication professional to review the decision.
	You can appeal against the decision to suspend your registration or add conditions to it by writing to us. The appeal will be considered by a panel of a mix of three appropriately qualified NRCPD retained lay and standards professionals, who have had no prior knowledge of the complaint. You will not be allowed to submit a new appeal within 30 working days of any previous appeal.
Independent review
We will give all the evidence and the report to two independent people. They will decide if there is enough evidence for us to take the complaint to the next stage.


	The two independent people can decide

	more information is needed;
	the case should be closed because there is not enough evidence;

the complaint should not be considered by a committee; or
	the complaint should be considered by a committee.
	Whatever the two independent people decide, we will tell you within 10 working days of them making their decision.

If the complaint should not be considered by a committee
The two independent people might decide it is not in the public interest for the complaint to be considered by a committee.
	We will then do one of two things:
	We might write to you. We might remind you of the relevant parts of the Code of Conduct. We might advise you about your future behaviour. This will be confidential between the us and you. We will not disclose it to any other person.
	We might ask you and the person who made the complaint to agree to mediation. If you or they don’t agree to mediation or mediation is unsuccessful, the complaint will be considered by a committee.

Mediation
At any point in the process we might ask you and the person who made the complaint to agree to mediation. You will be given the right information to help you make your decision. You will have 10 working days to respond.
	Mediation is a way of solving a problem between two or more people. It involves a trained person helping you to talk it through and reach a solution.
	They are called the mediator. They won’t tell you what to do. They will try and help you agree a solution with the person who made the complaint.
	If you both agree to mediation, you, the person who made the complaint and the mediator will sign an Agreement to Mediate. It confirms you understand the process and are committed to it.
	The NRCPD mediation process factsheet explains in detail what will happen in mediation.
	If you and the person who made the complaint agree a solution the mediator will write it down. It will be signed by you, the person who made the complaint and the mediator. It will be kept confidential unless you both agree to make it public.
	If you and the person who made the complaint do not agree a solution the complaint will be considered by a committee.
If the complaint will be considered by a committee
If the complaint will be considered by a committee that means we are making a case against you. The person who made the complaint will be a witness.
We will arrange for the committee to meet as soon as possible. The committee will meet in London. We will contact you to ask about dates you are able to attend
How long it takes to arrange a meeting depends on the complaint. We will let you know what is happening. You will have at least 40 working days notice of the date of the meeting.
	Our case will usually be presented by a solicitor but may be presented by a member of staff, a barrister or another suitable person.
	You can
	represent yourself;
be represented by a solicitor, barrister, friend or other appropriate person; or
	make a written submission without attending.
At the committee meeting
The meetings are usually held in public. The public and the press can attend. Anything said at a public meeting can be reported in newspapers, on web forums and blogs, or on television.
	The committee members will be
	someone who is not registered with NRCPD, who will be the chair of the committee; and
	two of our professional standards advisers:

	one from the same profession as you; and
	one from a different profession to you.

	An independent legal assessor will give the committee and other people involved advice about matters of law and procedure. A speech to text reporter will record what is said exactly as it is said.
	You will have the opportunity to admit that the complaint is factually correct. If you do the committee will consider the complaint to be proved.

If you do not admit that the complaint is factually correct, our representative will present our case and call witnesses.
	You or your representative may question the witnesses. The committee members can then ask questions.
	When we have finished presenting our case you may call witnesses or make statements to the panel.
	The committee members then leave the room to make their decision.
What the committee has to decide
The committee has to decide
	if what the person said happened did happen;
	if that means you  did not act how the Code of Conduct says you should have; and
	if that means you are fit to practise.

	When they are deciding if you are fit to practise or not, the committee will also consider if you

	have done anything to improve your behaviour or know what action to take to practise safely;
	understand the harm you caused;
	ignored previous warnings or carried on doing what caused the harm;
	have undermined the public’s confidence in the profession through your actions; and
	have not acted how the Code of Conduct says you should have.

	The committee can

	reject the complaint because the evidence does not support it;

uphold the complaint without taking disciplinary action because it wasn’t serious enough; or 
uphold the complaint and take disciplinary action.
If the committee decides to take disciplinary action
Before they decide what disciplinary action to take the committee will
	ask you  (or their representative) what you think should happen;

ask our solicitor what they think should happen; and
	be told about any other complaints that were upheld against you.
	The committee can

	give you a formal written warning explaining how you should act;
	require you to do something, such as training;

suspend you from the Register for a specific amount of time; or
	remove you from the Register.
After the committee has made its decision
The committee will send us a report within 10 working days of making its decision. The report will
	summarise the case;

tell us what the committee’s decision was;
	tell us what disciplinary action needs to be taken, if any.
	Within 10 working days of getting the report we will write to you and the person who made the complaint. We will tell you what the committee decided. We will send it by registered, recorded or special delivery mail.
	The committee’s decision and reasons will be published on our website. They will be added to your online registry entry. Details about the person who made the complaint and other witnesses will not be published.

If you don’t do what the committee said you must do
If you don’t do what the committee said you must do we will tell the committee.
We will ask you to explain why you haven’t done what the committee said you must do.
The chair of the committee or the committee member who is not a member of the same profession will decide if another committee has to consider the case.
If you don’t agree with the committee’s decision
You or the person who made the complaint can appeal the decision of the committee if
	there were errors in the way the committee heard the case; or
	you or they have substantial and relevant evidence that was not considered at the first hearing.

	You must appeal within 20 working days of receiving our letter telling you what the committee decided. We will tell you we have received your appeal within five working days.
	If the person who made the complaint appeals the decision we will tell you within five working days of receiving their appeal.
	All appeals will be considered by a professional adviser who is not registered with NRCPD and who has no prior knowledge of the complaint. They will decide if the appeal should be

	rejected; or
	considered by a committee.

	The decision of the professional advisor is final. We will tell you their decision.

If the case will be considered by an appeal committee
The appeal committee will usually meet within two months of receiving the request for an appeal. We will tell you when it is going to meet.
At the appeal committee meeting
The appeal committee members will have no knowledge of the case.
	They will be
	someone who is not registered with NRCPD, who will be the chair of the committee; and
	two of our professional standards advisers:

	one from the same profession as you; and
	one from a different profession to you.

	The person making the appeal may be asked to give more information.
	The appeal committee does not have to consider everything that was considered by the original committee. It is up to the appeal committee to decide which elements of the evidence to review or which witnesses it wants to hear from.

What the appeal committee has to decide
After hearing the evidence the appeal committee can
	find in favour of the person who appealed and change the original committee’s decision;
	agree with the original committee’s decision but, where relevant, change the disciplinary action; or
	agree with the original committee’s decision and the disciplinary action.

After the appeal committee has made its decision
The chair of the appeal committee meeting will send us a report within 10 working days of making its decision. The report will
	summarise the appeal;

tell us what the appeal committee’s decision was; and
	tell us about any changes to the disciplinary action.
	Within five working days of getting the report we will write to you and the person who made the complaint. We will tell you what the appeal committee decided.
	Where necessary, we will make changes to your registry entry.


