
 

Complaints Procedure
The Journey Begins Here actively welcomes comments both positive and negative 
about our service. It is very important to us that we provide a service that meets 
people's needs. If for any reason you're not satisfied with the service you have 
received from us, please tell us as soon as possible, so that we can take steps to 
investigate any complaint and take action to rectify it where possible. 

What you can do if you are not happy with our service.

We operate an internal complaint procedure whereby we will deal with all complaints 
that are received within 6 weeks of the last meeting that you had with one of our 
mediators.
Complaints can be made in writing directly to thejourneybegins837@gmail.com and  
will be sent directly to the Mediator that you have been working with. We ask that 
your complaint is always sent to us in writing to help ensure we are clear about your 
concerns and sets out the details of your complaint, along with a brief outline of what 
resolution you are looking to achieve.

All complaints will be acknowledged by one of our Directors within 7 working days of 
receipt. 

In the event you are complaining about a Mediation we will notify the other party to 
the mediation that you have made a complaint, but not the content of that complaint.

Step 1 in resolving all complaints

The first step in resolving any complaint is for your complaint to be dealt with by the 
mediator or practitioner concerned. In all cases when we receive a complaint without 
it first being dealt with by the Mediator then we will pass your complaint onto the 
mediator or practitioner concerned without further action.

The mediator/ practitioner may discuss the issues with their Professional Practice 
Consultant before deciding upon an appropriate response, having identified the 
cause of the problem and the remedies open to them. 

The mediator or other practitioner will contact you directly within 14 working days 
with a response to your complaint. 
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Step 2

In the event the mediator or practitioner has not been able to resolve things with you 
and you are still not satisfied, you can within 7 days of the letter of response from the 
Mediator write to the service Director. 

The Director may arrange an appointment to contact you by phone to discuss your 
concerns, talk with the members of staff involved, ensure that service policies and 
procedures have been adhered to and/or send you a letter outlining their findings 
and any corrective action that may need to be taken. This will be within 7 working 
days of receipt.
 
If the mediator or practitioner about whom you have a complaint is a The Journey 
Begins Here, Director, then at stage 2 the matter will be passed to a second Director 
for review, who will deal with the complaint. They will follow the same procedure as 
described above.

If after you have followed the above steps and timescales you remain unsatisfied 
with any of these remedies, including the timescales noted, then you will be able to 
progress to make a complaint at stage 3.

We hope that with open communication and honesty any problems will be dealt with 
to your satisfaction.  

Step 3

The Journey Begins Here hopes that we would be able to resolve any complaint 
using the above procedure. However, should you still feel that your complaint has not 
been addressed, you will be able to make a complaint about the Mediator by 
contacting the body responsible for governing the Practitioner involved.
The Director will send you details of the relevant governing body for the Mediator or 
practitioner concerned if this becomes necessary. 

Please note the governing body for Family Mediators will not deal with any 
complaints directly from clients, until or unless, you have followed the policy above. 
Upon receipt on any complaint the governing body will request evidence from us that 
you have followed each of the steps outline in this complaint policy, including the 
timescale set out and a copy of the complaints file will be passed to them. If you 
have not followed the steps above the complaint will not be considered by the 
governing body. This ensures that every attempt to remedy the situation has been 
taken by you and us before they will consider any complaint about a Mediator.
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Directors
Richard Sharratt
Danielle Sharratt
Email: thejourneybegins837@gmail.com
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