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Guidance on booking services for  

Deaf or hard of hearing users – Non 
Spoken Language  

Professionals (NSLPs)  

      

“Our vision is that every deaf person gets the best 
interpreting services in the right place, at the right time,  

throughout life.”  
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1. Introduction  
Welcome to our guidance on how to use Clarion UK services for Deaf and 
hard of hearing users in the justice sector. We provide Non-Spoken Language 
Professionals (NSLPs) including:  

• BSL/English Interpreters  
• Lipspeakers  
• Speech To Text Reporters  
• Deafblind Interpreters • Deaf Relay Interpreters, and  
• Specialist services.  

Our services are available 24/7/365 across the United Kingdom.  

This guide contains detailed information on how to identify the correct 
service, how to make a booking, how to deal with changes, how to access 
management information and how to contact us.  

If you have any questions, please do not hesitate to contact us on 

0330 400 5348 

legal@clarion-uk.com 

  

Kind regards,  
  
  

 
  

Sally Chalk  
CEO Clarion UK  
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2. Identifying the Appropriate Language Service  
Our full range of non-spoken communication services includes:  

1. BSL/English Interpreters  

A BSL/English interpreter is a professional who translates between British Sign  
Language and English. All of our BSL interpreters are registered with the  
National Registers of Communication Professionals working with Deaf and  
Deafblind People (NRCPD) or the Scottish Association of Sign Language 
Interpreters (SASLI) and have at least NVQ level 4 BSL (or equivalent) and 
have at least 2 years post-qualifying experience.  

  
2. Sign Supported English Interpreters  

This can be provided by BSL Interpreters. It is a form of signing where the 
grammar structure is more like spoken English than BSL. It may be used by 
someone who was hearing but became Deaf in later life, or by Deaf people 
who attended mainstream school.  

  
3. Foreign Sign Language Interpreters  

These are provided if the deaf individual uses a sign language other than 
British Sign Language. Other sign languages, such as American, French and 
Irish sign language are distinct from BSL, and use different signs. If a foreign 
sign language interpreter for the required language is not available, we 
may recommend the use of a BSL Interpreter and a Deaf Relay interpreter.  

  
4. Deaf Relay Interpreters – foreign, mental health or learning difficulties  

A Deaf relay interpreter is a Deaf person who is an expert in assisting Deaf 
people who have additional communication needs perhaps due to having 
limited language skills or having a learning difficulty or mental health problem 
which affects their ability to communicate effectively. They will act as part of 
a team with qualified sign language Interpreters to make sure all parties have 
a full understanding of the information provided, by modifying the sign 
language to the level of the Deaf individual.  

  
5. Lipspeakers  

In a noisy setting, and where there may be many different speakers, it can be 
difficult for a Deaf person who relies on lip reading to follow what is going on. 
A Lipspeaker sits close to the Deaf person, indicates who is speaking and 
accurately relays what is being said using clear mouth patterns, reproducing 
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the rhythm and phrasing of the speech and using facial expressions and 
natural gesture to clearly communicate the message. They may also use 
fingerspelling and some basic sign language depending on the person’s 
requirements.  

6. Lipreaders  

A Lipreader will often assist the police; there may be CCTV footage of 
someone speaking to another person and, as there is no sound, it is 
impossible to hear what is being said; Lipreading enables some 
understanding of the dialogue. Another example would be where an 
individual has lost the use of their voice, through illness or damage to the 
vocal chords or larynx, in this case the Lipreader would work with that 
individual to understand what they are trying to say. Lipreaders are often 
Deaf individuals, as they have the greatest experience of Lipreading.  

7. Deafblind Interpreters  

Deafblind people use a variety of ways to communicate, depending on their 
residual sight and hearing. Some Deafblind people can hear speech, lipread 
and use sign language. Many of those who cannot hear speech or see 
sufficiently to follow lipreading or casual sign language use some form of 
tactile communication:  

• Manual signing  

Manual signing uses fingerspelling and signs which the interpreter spells 
out on the individual’s hand.  

• Hands-on signing  

The Deafblind person puts their hands over the hands of the interpreter 
to feel the shape and movement of the signs that they are making.  

• Visual Frame  

This is provided by a BSL/English Interpreter who signs within the 
deafblind user’s visual field , for example a person with Usher Syndrome 
will have reduced peripheral vision, and therefore the interpreter will 
need to sign within the user’s limited central field of vision.  

8. Speech-to-Text-Reporting (STTR)  

Speech to text reporters will use either a Palantype or Stenograph machine to 
record what is being said, which appears instantly on a screen for the Deaf 
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person to read. This can also be used to provide a verbatim transcript of 
meetings. You would book this if the deaf person’s first langauge is English.  

9. Deaf Expert Witnesses and Deaf Forensic Services  

The deaf expert you need could be a clinical psychologist, Consultant 
Psychiatrist, Psychotherapist, Speech and Language Therapist, Social Worker, 
or experienced legal interpreter experienced with working with deaf people 
in forensic setting over a number of years. If a solicitor or other professional 
working on a case has requested any of these services, please discuss with 
the legal team by telephone in the first instance 0330 400 5348.  

10. Transcription  

Clarion UK can provide a written transcript of a statement submitted in BSL or 
can provide a BSL video translation of any written material if this is required by 
any party, for example if a deaf defendant wants to see a sign language 
version of any trial documents. Any requests for transcription should be 
discussed with the legal team by telephone in the first instance 0330 400 5348.  



  

 Guidance on booking services for Deaf or hard of hearing users. 
Autumn 2021          8  

  

3. Booking Guidance.  

To register as a user, please call or email us on 
legal@clarion-uk.com  

 

Give the right amount of notice  
Please give us as much notice as possible. The more complex the case or 
vulnerable the person, we will need more time to organise the right type of 
support. When possible two weeks is a a good lead time, or for lengthy cases 
(anything scheduled to last more than a week) two months. However, we are 
set up to deal with last minute emergencies, so don’t be worried about giving 
us a call if it is genuinely short notice (less than 24 hours).  

 

When we will recommend more than one interpreter  
When you submit your booking, the Clarion UK booking staff will consider it on 
a case-by-case basis, based on the nature of the case or appointment and 
recommend if more than one interpreter is required. Please see 3. “How 
many interpreters do I need ?” for more guidance.   
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4. Accessing the Portal  
1. Go to the portal web site: http://portal.clarion-uk.com/login.aspx.  
2. Enter your email address.  
3. Enter your portal password. This will have been emailed to you.  
4. The first time you log in you will be asked to change your password. You 

should also check your profile information, see below).  
  

 

  
If you forget your password  
If you have forgotten your password, click on the “Forgot Password” link.  

  

 

Input your email address, and click on “Submit”.  

You will be sent an email with a link to use to access the portal and change 
your password.  
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Updating your profile information, including password  
If you need to change any of your personal information, from the dashboard 
click on “Update Profile”.  

From here you will be able to edit your name, telephone number and 
password:  

  

 

Password Rules  
If you have not changed your password for 60 days, the next time you log 
into the portal you will be asked to change your password.  

Your password must be at least 8 characters long and contain at least one 
upper case, one lower case, one digit, and one special character.  

Automatic Log Out  
For security, if you have had no activity on the portal for 15 minutes you will 
be automatically logged out, any unsubmitted changes will be lost.  
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5. Making a Booking  
1. Access the Portal (as described in section 4 above).  
2. From the dashboard, click on “Booking”→“Request a booking”.  

Complete the Venue Details  
1. Click into the “Search Venue” box, and start typing the first few letters 

of the venue name where you wish the NSLP to attend.  

 
2. When you see the name of your venue, click on it.  

The Commissioning Body, Reporting Region, Jurisdiction and Venue 
Type will be completed for you. Check these and change them if 
necessary by using the drop down lists.  

3. Click into the “Contact on the Day” field and add the name of the 
person the NSLP should report to on the day (or the position, for 
example Court Usher).  

 
4. If known, click into the “Contact Phone” box and add a contact 

number for the person the NSLP should report to on the day, this is 
useful in case of lateness on behalf of the NSLP, or if there are any 
difficulties finding the venue.  

Complete the Timing Details  
1. Complete the Start Date that the interpreter is required to attend the 

venue:  
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2. Complete the Start Time for the booking:  

  
3. Complete the expected End Date and Time of the booking. The 

duration will be automatically calculated for you.  

  
4. If your booking runs over several days, click the + button to add more 

days, the dates will default to consecutive days, and the times will 
default to the same as the first day, but you can override these.  

  
The urgency type for your booking will be determined depending on how far 
in advance you are making the booking. Additional charges are applicable 
to short notice bookings. If you are booking with less than 24 hours notice, 
please call the Clarion UK Helpdesk first 0330 400 5348.  

Complete the Requirements Details  
1. Select the Communication Support Required, using the information in 

section 2.  
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This will automatically populate the Complexity Level of the booking. 
Bookings for Speech to Text Reporters and Lipspeakers are complex, all 
other bookings are standard, see Glossary for Complexity type 
definitions.  

2. Select the Method of Interpreting – this will usually be face to face.  
3. Select the Security Level Required – this will usually be SL1 – BPSS, but 

SL5 – NPPV may be required in police stations, see Glossary for Security 
Type Definitions.  

4. Choose the gender of the NSLP required (if appropriate)  
  

 

5. Complete the “Description of the booking” field – this information 
about the booking will be passed to the NSLP.  

  
6. Fill in any background information, including cultural requirements, for 

example if the interpreter needs to have knowledge of any particular 
cultural groups or if there are any customs the interpreter will need to 
adhere to. Please include any information that we may need to know 
about the booking to make sure you get the best possible service on 
the day, including if there is a specific NSLP who has been requested or 
a specific interpreter who should not be allocated to this booking.  
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7. Complete the “Commissioning Body Reference number” with your own 
reference number, this might be the case number or hearing number.  

8. If this is a court booking, complete the “Hearing Type” field.  

Complete the Client Details  
1. Complete the “Name of Deaf Person” field.  

Make the Booking Request 1. Click 
on “Request a Booking”.  

If you have not completed the required fields, you will see error 
messages next to the fields you need to complete:  

  
Once your booking has been requested, the screen will display a summary of 
your booking including the Clarion reference number. You will receive an 
email confirming your booking request has been made.  

  

To view the status of your booking  
1. From the dashboard, click on “Booking”→“View bookings”.  

  
The status of your bookings will be displayed in the final column.  

  

To view the further details of your booking, click on the Booking Reference 
number of the booking to open it.  
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Once a NSLP is allocated to your booking  
You will receive a confirmation email once a NSLP is allocated to your 
booking. This will show all the details of the booking, and give the name of 
the allocated NSLP. After this you will be able to see the details of the NSLP on 
the portal by viewing the booking. NSLP details will appear at the bottom of 
the screen. The following details about the NSLP are displayed:  

• Photograph  

• Name  

• Security Level  

• Language  

• Reference number  

• Qualifications  
  

  
  

If we are unable to fulfil a booking  
Clarion UK will continue to attempt to fulfil your booking right up until the day 
before the booking is due to take place. For less urgent bookings, we will keep 
you informed by email, for bookings with less than a week to go we will also 
contact you by telephone.   
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6. Changes to Bookings – amendments, changes and 
cancellations  

Making an Amendment  
Simple amendments can be made through the portal to the following details 
which will not have a major impact on the booking before it occurs:  

• Contact on the day  
• Contact phone number  
• Description of the booking  
• Name of deaf person  

To amend a booking:  

1. Click on “Booking”→“View bookings”.  
2. Find the booking you wish to amend.  
3. Click on the “Amend” button next to the booking.  

The booking details will be displayed.  
4. After you have made the changes you require, click on the “Make 

Amendments” Button.  

You will see a message telling you the changes have been successfully 
made:  

 
  
  

You will receive an email confirming the booking amendment.  

Requesting a Change  
Any changes which would affect fulfilment, such as changes to date, time, 
venue, communication support required, can be requested through the 
portal.  

To request a change to a booking:  

1. Click on “Booking”→“View bookings”.  
2. Find the booking you wish to change.  
3. Click on the “Edit Request” button next to the booking.  

The booking details will be displayed.  
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4. After you have made the changes you require, click on the “Request 
Changes” button.  

  

You will see a message telling you that the changes have been requested:  
  

 
  

You will receive an email detailing the changes requested and the status of 
your booking will change to “Changes Pending” until they have been 
actioned by Clarion UK.  

  

 

Clarion UK will review your changes within 24 hours, or the next working day 
and will either action the changes, or contact you to discuss them, if for 
example, the changes will mean that we be unable to fulfil the booking.  

Cancelling a Booking  
You can cancel a booking through the portal at any time up until the start 
date and time. However, if the cancellation is very short notice, i.e. the day 
before, or the day of the booking, call the helpdesk on 0330 400 5348 to 
advise us of the cancellation before cancelling the booking through the 
portal.  

To cancel a booking:  

1. Click on “Booking”→“View bookings”.  
2. Find the booking you wish to change.  
3. Click on the “Cancel” button (white cross on red background) next to 

the booking.  

  
  

4. Complete the “Cancellarion Reason and click on “Submit”. If charges 
will be incurred, there will be a warning message.  

The status of your booking will change to “Cancelled”, and you will receive 
an email confirming a cancellation.  
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Cancellation charges occur if notice of an amendment or cancellation of a 
Booking is provided by a Commissioning Body within 10 working days.    They 
are as follows:   

5 - 10 days’ notice  = 50%  of the fee.    

0 - 5 working days’ notice = 100% of the fee.   
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7. Exceptions to the Bookings Process  
Urgent bookings  
If you have an immediate need for a NSLP, i.e. on the same day or the next 
day, call the helpdesk on 0330 400 5348 give our bookings staff all the details. 
We will find you an NSLP first, then add your booking to our database 
manually so it may not appear on the portal straight away.  

Booking portal unavailability  
Planned unavailability of the booking portal will be advised in advance on 
the portal dashboard. In case of unplanned unavailability please call the 
helpdesk on 0330 400 5348, or email the details of your booking to 
legal@clarion-uk.com.  

Bookings required out of hours  
If you have an urgent requirement out of hours - before 8am and after 6pm – 
please call our helpdesk number 0330 400 5348. Clear and accurate venues 
and contact details are critical as most of these bookings will be 
emergencies.  

Service required not on the portal  
If the service you require is not in the “Communication Support Required” 
drop–down menu, either call us on 0330 400 5348 or write what you need on 
the “Background Information” field. We will call you back if we need any 
further clarification or to point you to the right service provider.  
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8. On the Day of the Booking  

How to identify the Non-Spoken Language Professional at the venue  

Check ID Badge  
All NSLPs will carry a Clarion ID badge, which you can check when they arrive 
at the venue.  

  
  
  
  

 Photo  

NSLP Type  

       

number  
  
  

Check details on Portal  
When a Non-Spoken Language Professional (NSLP) has been allocated to 
your booking, you will be able to see their details including qualfications and 
a photo on the portal:  

1. Access the portal  
2. Click on view bookings  
3. Click on the Booking Reference number of the booking you want to 

see to open it.  

Information about the NSLP allocated to the booking, will be displayed at the 
bottom of the screen, the following details will be available:  

• Photograph  

• Name  

• Security Level  

• Language • Reference number  

• Qualifications.  
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At the Venue Exceptions  
What to do if:  

• The NSLP has not arrived by the booking start time o Call the 
Clarion UK helpdesk on 0330 400 5348 and we can chase them up  

o If the NSLP arrives late, please note this on their timesheet, you 
may also wish to lodge a complaint, see Section 10.  

o If the NSLP does not attend at all, you may wish to lodge a 
complaint, see Section 10.  

• The NSLP is required to stay longer than the booked hours o Call the 
Clarion UK helpdesk on 0330 400 5348, and we will be able to 
advise on the NSLP’s availability.  

o When the NSLP leaves, please note the actual time on their 
timesheet  

• The booking finishes earlier than the original booked end time o If 
this is a single day booking, please sign the NSLP’s timesheet with 
the actual time the booking ended.  

o If this is a multiple day booking, please sign the NSLP’s timesheet 
with the actual time the booking ended, and inform Clarion UK 
of the curtailment either by calling the helpdesk on 0330 400 
5348 or by emailing legal@clarion-uk.com.  

Please note that a curtailment charge will be incurred when:  

1) a single day Booking with an estimated duration of at least five (5) hours 
estimated duration concludes in three and a half hours or less; or 2) a 
multiday Booking concludes:  

a) on a day prior to the estimated completion date; or  
b) on any day in three (3) and a half hours or less.  

The charge for a curtailment is £204.71.  

Each Non-Spoken Language Professional (NSLP) will carry a paper timesheet 
with them. This needs to be completed at the end of the booking by a 
representative at the booking venue. Only the arrival and leaving times need 
to be recorded, not lunch breaks.  
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The following fields need to be completed:  
  

 
  

The NSLP will submit the timesheet to Clarion UK at the end of the booking.  
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9. Booking Closure  

Closing a Booking  
1. After the booking you will be sent an email asking you to confirm the 

actual time the interpreter arrived at and left the venue. This will be via 
a link that takes you to our portal.  

2. The email will ask you to click on a link to view the booking on our 
portal.  

3. If you are happy that the times reflect the attendance of the NSLP, 
click on “Approve”.  
If the actual times do not match the booking times, please amend, 
and click on “Dispute”. We will contact you within 24 hours or 1 working 
day to follow up your dispute.  

4. If we do not hear from you within 5 days, the booking will be closed 
automatically.   
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10. Feedback and Complaints  
Complaints about a specific NSLP concerning Quality, Competence or 
Breach of Code of Conduct should be submitted to the Language Shop.  

If you wish to make a complaint about any other issue, for example, Clarion 

booking staff, the portal, performance, lateness, or conflict of interest, please 

visit our website: http://www.clarion-uk.com/complaints/ You can either:  

• Download a complaint form, complete it, and email it to 
legal@clarion-uk.com : 
 

https://clarion-uk.com/wp-content/uploads/2019/07/COMPLAINTS-
FORM_1_1.pdf   

 
Receipt of your complaint will be acknowledged within 1 working day.  

You will receive a response within 5 working days.  
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11. Glossary  
  

Complexity Level  Complex: Speech to Text Reporters, Lip Speakers  
  
Standard: British Sign Language and all others, except Speech 
to Text Reporters and Lip Speakers  

  
  

Security Level  SL1: Security clearance to baseline personnel security standard.  

SL2: Security clearance to counter terrorism check standard.  

SL3: Security clearance to security check standard.  

SL4 : Security clearance to developed vetting standard.  

SL5: Security clearance to non-police personal vetting level 3 
standard.  

   

Urgency Type  UT1: Services required within 3 hours of the Booking.  

UT2: Services required after 3 hours but within 24 hours of the 
Booking.  

UT3: Services required on or after 24 hours but within 5 calendar 
days of the Booking.  

UT4: Services required 6 calendar days or longer after the 
Booking.  
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12. Contact Details  
Address.  

The Old Dairy  
Brook Road  
Royston  
Herts SG8 7RG  

Telephone. 0330 400 5348  

Email. legal@clarion-uk.com  

Website. https://clarion-uk.com/ministry-of-justice/  


