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National Mediation Helpline (NMH) - Complaint Procedure – April 2009 
Introduction

If you are not satisfied with the level of service you have received from the National Mediation Helpline please contact us either by phone, email or by letter. Whilst we would hope that you have no reason to complain, each complaint we receive, gives us the opportunity to put things right and to review our procedures.

All complaints should be addressed to the Helpline supervisor in the first instance
National Mediation Helpline Supervisor
Clerksroom
Equity House

Blackbrook Avenue

Taunton

TA1 2PX

Telephone: 0845 60 30 809

Fax: 0845 083 3001
Email: enquiries@nationalmediationhelpline.com
How do I make a complaint?

By phoning, emailing or writing to the National Mediation Helpline Supervisor.

Please ensure that you provide us with the following
· your name and a postal or email address to send a response to;

· What your complaint is about, for example, was it how your call was dealt with by a Helpline adviser or mediation provider, where you unhappy with the mediation itself.

· Give us as much relevant detail about your complaint as possible, for example, dates, names; and

· Say what you feel is wrong and how you wish us to put it right.

What will happen next?

Upon receipt of a complaint to the Helpline, whether verbal or written, an adviser will log the complaint in a central record and it will be referred to the Helpline supervisor. The supervisor will check each complaint to identify who is responsible for the response.

If the complaint is verbal the adviser will produce a report summarising the nature of the complaint and log it the same way as a written complaint. 

A letter or email acknowledging receipt of the complaint will be sent out within 2 working days confirming log number and the contact details of the person responsible for responding to the same.

The complaint is about the Helpline administration or website

Your complaint will be investigated and a full response will be sent out within 5 working days of the acknowledgement letter date.
The response will:

· set out your complaint so that you can be sure we have understood it;

· describe the events and circumstances surrounding it;

· say whether or not the Helpline advisers/administration have made a mistake; and

· Give a reason for this decision.

The complaint is about the Mediation provider or Mediator you were referred to

All complaints relating to this area of the process will be forwarded to the Mediation Provider to whom your original enquiry to the Helpline was referred.

Upon receipt of a complaint from the Helpline the provider will acknowledge receipt of your complaint in writing setting out a deadline for the investigation and providing a point of contact for any future enquiries relating to the complaint.

Your complaint will be investigated and the provider will aim to produce a full response within 20 calendar days of receipt of your complaint from the Helpline. If this is not possible, they will write to you explaining the reason for the delay and set a new date.

The response will:

· Set out your complaint so that you can be sure we have understood it;

· Describe the events and circumstances surrounding it;

· Say whether or not the mediation provider/mediator have made a mistake; and

· Give a reason for this decision.

The complaint is about how your complaint was handled and/or the response you have received

If you are unhappy with the way in which your complaint has been dealt with or the response you have received you should address your concerns to: -

Tajinder Bhamra
The Dispute Resolution Team

Ministry of Justice

4th Floor (4.42)

102 Petty France

London 
SW1H 9AJ

Email: tajinder.bhamra1@justice.gsi.gov.uk
Upon receipt of such a complaint an acknowledgement letter will be sent out within 2 working days giving you the contact details of the person who will be looking into this matter on your behalf.

Your complaint will then be investigated and a full response will be sent out within 5 working days of the acknowledgement letter date.

