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1. Policy Statement
It is the policy of The Family Mediation Trust to pursue a strategy of continual improvement in the service it provides, and to welcome suggestions as to how this may be achieved, or constructive criticism about its services or their delivery.
Where a client or other qualifying party expresses dissatisfaction with the service received, it is the policy of the Trust to investigate the complaint and, where possible, resolve the issues raised.
This policy sets out the rules governing how the Trust handles complaints. The accompanying document 2.4b Complaints Process sets out the step-by-step workflow staff must follow. The document 2.4c Complaints – Information for Clients is the plain-English version given to clients and published on the Trust website.
2. Compliance with FMC Standards
This policy is written to meet the Family Mediation Council's (FMC) Minimum Requirements for Mediators' Own Complaints Processes (February 2022) and Part 5 of the FMC Manual of Professional Standards and Self-Regulatory Framework. Where this policy is silent, staff should refer to the FMC's Guidance on Complaints Handling.
As a matter of FMC compliance, this policy and the Trust's Privacy Notice must both be published on the Trust website and freely accessible to the public, and a copy of – or link to – this policy must be referenced in the Agreement to Mediate signed by clients. Both of these should be checked and updated as part of implementing this policy – see section 12.
3. Who Can Complain
A complaint may be made by:
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. A person who has been invited to participate in a mediation process but is not themselves a client, for example another professional who attends a mediation (a “qualifying third party”).
The following do not need to be investigated under this policy and will not be accepted by the FMSB if referred on: a complaint that a mediator has made contact with a potential mediation participant after seeing the other party, and a complaint that a mediator has not made contact with, or not invited to a MIAM, a potential second participant. These are treated as normal mediation practice, not service failures.
4. Time Limit for Making a Complaint
A complaint should be made within 3 months of the incident it concerns. Where the complaint relates to the way a mediation was conducted as a whole, the 3 months runs from the date of the last mediation session. Complaints made outside this window may still be considered at the Service Manager's discretion, but there is no obligation to investigate them.
This time limit mirrors the FMC's own rule that a complaint to the FMSB must follow a Trust complaints process exhausted within the last 3 months, so keeping to it protects a complainant's right to escalate if they remain unhappy with the outcome.
5. How a Complaint Can Be Made
A complaint does not need to be in writing to be treated as a live complaint. It may be received through any of the following channels (this list is not exhaustive):
1. Verbally, within a mediation session
1. Verbally, over the telephone
1. By email
1. Through social media or web messaging
1. In writing or by post
There is no charge for making a complaint, at any stage of this process or if the complaint is later referred to the Family Mediation Council.
6. Roles and Responsibilities
6.1 All staff
Any member of staff who receives an expression of dissatisfaction, however it is presented, must bring it to the attention of the Service Manager. Staff must be alert to the fact that a complaint may not be labelled as such by the person raising it. Failure to disclose a complaint to the Service Manager may be treated as a disciplinary matter.
6.2 Service Manager
The Service Manager is responsible for administering this policy: recording complaints, assigning an Administrative Lead, making initial contact with the complainant, carrying out or delegating the Formal Stage 1 investigation, and reporting to Trustees.
6.3 Chair of Trustees
Where a complaint concerns the Service Manager personally, the Chair of Trustees (or a trustee the Chair appoints) takes on the Service Manager's role under this policy for that complaint.
6.4 Administrative Lead
An Administrative Lead is assigned to each complaint. They record the complaint on ResolveIT and in the R:\Complaints file, track key dates, and support the Service Manager during Formal Stage 1.
6.5 Professional Practice Consultant (PPC)
A mediator who is the subject of a complaint, or their manager, must inform the mediator's PPC as soon as the complaint is known. The PPC's role is to support the mediator through the process; the PPC is not involved in investigating the complaint or deciding its outcome, in line with FMC practice.
6.6 Trustees
A committee of at least two trustees (plus, if required, an independent person) hears Formal Stage 2 complaints and makes the final decision. Trustees as a body review complaint trends twice a year – see section 13.
7. Complaints That Do Not Have to Be Investigated
A complaint does not have to be investigated if it is assessed by the Service Manager (or Chair of Trustees, where paragraph 6.3 applies) as vexatious or of a purely personal nature. This assessment uses the FMC's own definitions, so that a complaint dismissed under this policy would also not be accepted by the FMSB.
7.1 Vexatious complaints
A complaint may be considered vexatious where:
1. its purpose appears to be to intimidate, disturb, disrupt, or unduly or unfairly pressurise the mediator or the Trust;
1. it is persistent or repetitive, repeating a complaint that has already been investigated;
1. it is clearly unfounded and unsupported by evidence;
1. it is irrelevant and relates to matters other than mediation; or
1. it uses abusive or offensive language.
7.2 Complaints of a purely personal nature
A complaint is of a purely personal nature if it is discriminatory, or focuses on a mediator's personal attributes or circumstances rather than their actions as a mediator.
Where a complaint is dismissed on either ground, the complainant is notified and the decision, with reasons, is recorded on ResolveIT.
8. Stages of the Process
This policy uses a four-stage structure. Full operational detail is in 2.4b Complaints Process.
8.1 Informal resolution
The Service Manager (or Administrative Lead or case mediator) makes contact with the complainant to understand the complaint and the outcome sought, and seeks to resolve it by agreement.
8.2 Formal Stage 1
Where informal resolution is not reached, the Administrative Lead and Service Manager investigate, produce a written report, and put a proposed outcome and any service improvements to the complainant and staff concerned.
8.3 Formal Stage 2
Where Formal Stage 1 does not resolve the complaint, and after mediation of the complaint itself has been offered (see section 10), a trustee committee hears the complaint and issues a final, written decision.
8.4 External referral
Where a complainant remains unhappy after Formal Stage 2, or the Trust is not engaging with the complaint, the complainant may refer the matter to the Family Mediation Council (and, where the complaint concerns delivery of a Separated Parents Information Programme, to Cafcass) – see section 11.
9. Key Timeframes
The following are the Trust's standard timeframes. They are stricter than, or equal to, the maximums the FMC allows. If a complaint genuinely cannot be resolved within the response timeframe below, the complainant must be told this in writing, with the reason and a revised date, in line with FMC guidance.
	Stage
	Timeframe

	Acknowledgement
	Within 3 working days of receipt

	Substantive response (informal resolution or Formal Stage 1 outcome)
	Within 30 working days of receipt (FMC maximum). The Trust aims to resolve most complaints well inside this, often within 28 days informally.

	Formal Stage 1 investigation
	Within 7 working days of the complaint escalating to Formal Stage 1

	Formal Stage 2 decision
	Within 30 working days of the start of Formal Stage 2, unless a longer period is agreed with the complainant

	Referral to FMC / FMSB
	Complainant should refer on within 3 months of the Trust's final response


10. Mediation of the Complaint Itself
At any stage, if both the complainant and the mediator concerned wish to do so, the complaint can be resolved through mediation with a mutually agreed, independent mediator. The cost is shared equally between the Trust and the complainant. This is offered as standard practice before Formal Stage 2 begins, but either party may raise it earlier.
11. External Referral
If a complainant is not satisfied once this policy's process has been exhausted, or the Trust is not engaging with the complaint, they may refer it externally.
11.1 Family Mediation Council / FMSB
Where the complaint concerns the conduct of an FMC Registered Mediator and alleges a breach of the FMC Code of Practice, PPC Code of Practice, or FMC Standards Framework, the complainant may ask the Family Mediation Standards Board (FMSB) to consider it. There is no fee. The Trust will tell the complainant how to do this and will provide a copy of the FMSB's complaints process on request.
11.2 Consent to share information
By referring a complaint to the FMC, FMSB, or Cafcass, the complainant grants the Trust permission to share information relating to the complaint with that body. This must also be reflected in the Trust's Privacy Notice – see section 12.
12. Related Documents to Check
This policy assumes the following are in place and consistent with it. These sit outside this policy and should be checked separately:
1. Privacy Notice – must permit information to be shared with the FMSB where a formal complaint is referred to them, and must itself be published on the website.
1. Agreement to Mediate – must include a copy of, or a working link to, this policy (an FMC minimum requirement).
1. Trust website – must carry the current version of 2.4c Complaints – Information for Clients and the Privacy Notice. The document currently live on the website is dated July 2020 with a review date of March 2022 and should be replaced.
13. Review
Twice yearly, Trustees review complaints received to identify trends and ensure agreed actions are implemented.
Mediators discuss any complaint received about their practice with their PPC at their next supervision session. Where a complaint concerns a trainee mediator, it is discussed with the CforE Practice Supervisor.
This policy itself is reviewed at least every 12 months, or sooner if the FMC updates its Minimum Requirements or Standards Framework.
14. Document History
This policy replaces the 2025 Complaints Process (2.4) and the Complaints Procedure previously published on the Trust website (July 2020). It was drafted to reconcile inconsistencies between those two documents and the client-facing appendix, and to bring the Trust's complaints handling into line with the FMC's published Minimum Requirements for Mediators' Own Complaints Processes (February 2022).
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