
 
 
Complaints Procedure 
 
The mediators at Fountain Mediation are members of the Family Mediators Association (the 
FMA). The FMA is part of the Family Mediation Council (the FMC).  
 
We hope that you will be happy with the service provided by us but should you be unhappy 
with the conduct of any of our mediators there are two main stages to out complaints 
procedure.  
 
Stage 1 is where we try to resolve a complaint informally and Stage 2 is where the matter is 
passed to the Family Mediation Standards Board (FMSB), which is part of the FMC.  
 
In the event that you make a complaint about the MIAM or mediation, you will consent to 
the release of the mediation file which relates to you  to the FMSB.  
 
There is a time limit of 3 months from your MIAM meeting (if you do not proceed to 
mediation) or from your last mediation session to raise a concern or complaint.  
 
We do not have to investigate complaints that appear to be of a vexatious or personal 
nature in accordance with FMC/FMSB guidelines.  
 
STAGE1  

1. A complaint may be made in the first instance in writing or verbally. 
 

2. When a complaint is received, Fountain Mediation will acknowledge the complaint 
within 10 working days or as soon as reasonably practicable.  
 
 

3. The Mediator or one of the other mediators at Fountain Mediation, will have 30 
working days from the date of the complaint to attempt to resolve the complaint 
informally. This will usually be done by making contact by telephone or in writing to 
see if the matter can be resolved informally. A note will be made of any telephone 
conversation.   
 

4. If the complaint is resolved at this stage then the complaint will be closed. If the 
complaint cannot be resolved at this stage then the further stages below will be 
followed. 
 
 



5. If the complaint has only been verbal at this stage then the complainant will be 
asked to put it in writing.   
 

6. The Complaints Handler, will then have a further 15 days from the Mediators 
attempt to resolve the issue or from the complaint being put in to writing, whichever 
is the latter, within which to make a final attempt to resolve the complaint 
informally. This may include mediation of the complaint if both parties agree. If the 
Complaints Handler is able to resolve matters at this stage then the complaint will be 
closed.  

 
7. If the complaint is not resolved as above then the Complaints Handler will advise 

that within 5 working days the complaint will become formal and that, when it does,  
the Mediator cannot continue with any mediation and the other party will be told 
that there has been a complaint although they will not be entitled to know any 
details of the complaint. The complainant will be sent a full response to the 
complaint.  
 
STAGE 2 
 
1. If the complaint is not resolved at local level the matter may be referred to FMSB 

(Family Mediation Standards Board). 
 

2. The FMSB will only consider complaints where :- 
a. The mediator is an FMC registered mediator and 

 
b. The complainant is a client, former client or prospective client or an FMC 

registered mediator or a person that the FMSB considers has standing in 
accordance with its policy on third party complaints and  
 

c. The mediator’s complaints process (stage 1 above) has been exhausted 
within the last 3 months or the mediator is not responding to the complaint 
and 

 
d. The complaint alleges breach of the FMC professional standards 

 
3. Details of the FMSB’s complaints procedure are available on the FMC’s website 

(link) 


