The Mediation People’s Family
Mediation Complaints Procedure

(Compliant with the Family Mediation Standards Board (FMSB)
Minimum Requirements)

This Complaints Procedure applies to all family mediation services provided by The
Mediation People. It meets the minimum standards set by the Family Mediation
Standards Board (FMSB) for mediators registered with the Family Mediation Council
(FMC). A copy of this procedure is provided to you in the Agreement to Mediate and
is available on our website mediation www.mediationpeople.co.uk

1. Purpose

We are committed to providing high-quality family mediation in accordance with the
FMC’s Codes of Practice and Standards Framework. This procedure allows clients,
former clients, or qualifying third parties to raise concerns about our service in a fair,
transparent, and timely manner. It deals only with complaints relating to alleged
breaches of the FMCs Codes of Practice or Standards Framework.

2. Who Can Make a Complaint?

e Aclient or former client of The Mediation People.

o Aqualifying third party directly affected by the mediator’s professional
behaviour (for example, a prospective client or another professional invited to
participate in the mediation).

Please note: Complaints solely about a mediator contacting (or not contacting)
potential participants (for example, via court MIAM forms) will not be investigated
under this procedure and are not accepted by the FMSB.

Vexatious, repetitive, or purely personal complaints (for example, those intended to
intimidate or focused on personal attributes rather than professional conduct) will not
be investigated.

3. What Can You Complain About?

A complaint must relate to an alleged breach of the FMC’s Codes of Practice or
Standards Framework. A copy of the code of practice can be found here

https://www.familymediationcouncil.org.uk/complaints-about-mediators/

The complaint must be made within three months of the events complained about:

e For complaints about the overall conduct of mediation - from the date of the
last mediation session.
o For other complaints - from the date of the alleged breach.


http://www.mediationpeople.co.uk/
https://www.familymediationcouncil.org.uk/complaints-about-mediators/

4. How to Make a Complaint

We encourage you to raise any concerns informally with your mediator in the first
instance where possible. However, you do not have to do this.

If you wish to make a formal complaint, please put it in writing (email or letter) and
include:

« Your name and contact details;

e The name of the mediator (if known);

o Details of the complaint, including dates, what happened, and why you

believe it breaches the FMC Codes/Standards;
o What outcome or resolution you are seeking;
e Any supporting evidence.

Please send your complaint to:

o Email: tracie@mediationpeople.co.uk
e Post: The Mediation People, 32 Phoebes Orchard, Stoke Hammond, Milton
Keynes, MK17 9LW.

5. Our Complaints Process and Timescales

Stage Action Timescale

We will confirm receipt in writing and Within 10 workin
Acknowledgement | send a copy of this procedure (if not rKing
. days of receipt
already provided).

We will investigate the complaint fairly
Investigation & and impartially. A full written response Within 30 working
Response will explain the outcome, findings, and days of receipt

any actions taken.

As soon as the
need becomes
apparent

Extension (if If more time is required, we will notify
needed) you in writing with a new expected date.

Mediation of the complaint

If both you and the mediator agree, we can arrange independent mediation of the
complaint itself to try to resolve it amicably.

Confidentiality

All complaints are handled confidentially. Information may be shared with the FMSB
if the complaint escalates (in line with our Privacy Notice). You can request a copy of
our Privacy Notice at any time.

We will also notify our Professional Practice Consultant (PPC) of any formal
complaint, as required by the FMC.

6. Possible Outcomes

Depending on the findings, outcomes may include:

e An apology;
e Afull explanation;
e Changes to our procedures or practices;



o Arefund of fees (where appropriate);
« Recommendations for further training or support for the mediator;
» No further action (with clear reasons provided).

We cannot disclose confidential information shared during mediation between
participants to any third party.

7. If You Are Not Satisfied with Our Response

If you remain unhappy after receiving our final written response, you may refer the
complaint to the Family Mediation Standards Board (FMSB) provided the following
criteria are met:
e The complaint relates to a breach of the FMC’s Codes of Practice or
Standards Framework;
o ltis referred within 3 months of our final response (or if we have not engaged
with the complaint);
e You use the FMSB’s standard complaint form and provide supporting
evidence.

How to contact the FMSB

A complaint can be made to the FMSB by completing our complaints form which you
can download here. Once completed, please send this form and any supporting
documents to complaints@familymediationcouncil.org.uk

If you struggle to complete the form, you can ask someone to help you to do this or
phone the FMC office on 01707 594055 between 9am — 3pm, Monday to Friday.

The FMSB will carry out an independent investigation, which may result in
recommendations or disciplinary action against the mediator (up to removal from the
FMC register).

8. Record Keeping and Policy Review

All complaints are recorded confidentially and reviewed annually to improve our
service. This procedure is reviewed at least every two years or sooner if FMC/FMSB
standards change.

e Date of last review: May 2026
o Nextreview due: May 2028


https://www.familymediationcouncil.org.uk/wp-content/uploads/2023/02/FMSB-Complaint-Form-V2.docx
mailto:complaints@familymediationcouncil.org.uk
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