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The Family Mediation Trust is committed to providing a high-quality family mediation service. If you are unhappy with the service you have received, we want to hear about it so we can put things right and improve.
Who can complain
You can use this procedure if you are:
1. a current or former client of the Trust;
1. a prospective client who has been directly affected by a mediator's professional behaviour; or
1. someone invited to take part in a mediation, for example another professional attending a session.
Please raise your complaint within 3 months of the incident. If your complaint is about how a mediation was conducted overall, the 3 months runs from your last mediation session.
How to complain
Tell us as soon as you can. You can:
1. speak to your mediator directly;
1. call us on 01603 620588; or
1. email admin@thefamilymediationtrust.org.
There is no charge for making a complaint, at any stage.
What happens next
1. We acknowledge your complaint
We will acknowledge your complaint in writing within 3 working days.
2. We talk it through
A member of staff will call you to understand what happened and what outcome you are looking for. In many cases, we can agree a way forward on this call. If we do, we will close the complaint and confirm the agreed action to you in writing.
3. Formal review, if needed
If we cannot resolve things informally, the Service Manager will review the case in detail: this may include speaking to staff involved and looking at the file. You will receive a written outcome, including anything we are doing differently as a result. We aim to give you a substantive response within 30 working days of your complaint being received. If it will take longer, we will write to tell you why and give you a new date.
4. Mediation of your complaint
At any point, if you and the staff member concerned both agree, your complaint can itself be resolved through mediation with an independent mediator agreed by both sides. The cost is shared equally between you and the Trust.
5. Trustee panel
If the matter is still not resolved, or is serious enough to need it, it will go to a panel of at least two trustees (and an independent person, if needed). You will be invited to explain your view to the panel, which may also speak to other people involved. The panel's decision is final and you will be told the outcome, and the reasons for it, in writing.
Timeframes at a glance
	Stage
	Timeframe

	We acknowledge your complaint
	Within 3 working days

	We aim to give you a substantive response
	Within 30 working days (we will write to you if this needs to be longer)

	Trustee panel decision, once convened
	Within 30 working days


Confidentiality
We handle complaints sensitively and only share information with people who need it to investigate or resolve your complaint. If you take your complaint to the Family Mediation Council or Cafcass (see below), this means you are giving us permission to share information about your complaint with them. Full detail is in our Privacy Notice.
Taking it further
If you are still unhappy once you have been through this process, and your complaint concerns the professional conduct of an FMC Registered Mediator, you can ask the Family Mediation Standards Board (FMSB) – part of the Family Mediation Council – to look into it. You need to do this within 3 months of our final response to you. There is no fee.
familymediationcouncil.org.uk/complaints-about-mediators
[To confirm: if the Trust still delivers Separated Parents Information Programmes (SPIPs), keep this line – complaints about how a SPIP was delivered can also be referred to Cafcass. If SPIPs are no longer delivered, remove it.]
Any questions
If anything in this document is unclear, or you are not sure how to raise a concern, please contact us on 01603 620588 or admin@thefamilymediationtrust.org and we will talk you through it.
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