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· Contact made with client within 1 working day of call log being received.

· Where client has not yet sought or obtained the approval of the other parties to proceed to mediation, the provider will make such enquiries on the client’s behalf.

· Providers are required to use the standardised text as found at Downloads.

· Provider are required to update the NMH database with the outcomes of each referred call log as prescribed in the Provider Standard Practice Procedure – Flowchart for Direct Referrals. 

· If a provider cannot supply a mediator for any reason the referral must be returned to the NMH within 5 working days and the client informed. The call log must also be updated stating reasons for return in full. Clerksroom will then allocate call log to next available provider.

· Should a compliant arise from any client that has been referred to a provider, the allocated provider is responsible for complying with the NMH Complaints Procedure. 

· If a provider secures a mediator from another provider for a referral for any reason, all subsequent queries, complaints etc must be dealt with by initial allocated provider. 

As the allocated Provider /Mediator you are ultimately responsible for the client’s satisfaction levels
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