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Compliments, 

Concerns and 

Complaints 

Putting children and young people first 

Mediation 
 

 

Would you like to be able to communicate 

more effectively with your ex-partner/spouse? 

Would you like to make the right decisions              

for your children by participating in                      

a positive and supportive process? 

 

If you answered yes,                                                           

then  Mediation may be for you.  

Contact us today to be referred to our           

Mediation Service. 

 

The FPAS process 

An application is made to the Family 
Court 

The Court appoints a Family 

.Proceedings Adviser 

Home visit to talk 
to parents/carers 

Mediation at  
FPAS office 

FPA may speak 
to other         

relatives and/or   
agencies 

Amicable  

agreement .         

Application for     

Consent Order. 

No further   

involvement 

FPA prepares an advisory report for 
the court 

Court hearing and final decision 

End of FPAS involvement 

An initial meeting is held with each 
of the parties at the FPAS office 

 



 

 

Family Proceedings Advisory Service          Putting children and young people first 

How are we doing?  

How to tell us about the service you       

received 

At the Family Proceedings Advisory Service 

we want to hear from all the people we 

work with to find out what we did well and 

what we could do  better. 

This leaflet explains what to do if you want 

to give a compliment, or raise a concern or 

complaint about our work. 

How to tell us if things went well 

If you would like to give positive feedback 
about our work or about someone who 
works for us, please tell us. You can either 
tell or write to your Family Proceedings  
Adviser or the Head of the Service at the 
office. At the end of each case we will ask 
you to fill in a brief online survey and we 
will use the results to continually review 
our practice. This survey is anonymous. 

What do you do if you have a concern or a 

complaint? 

Although we try hard to provide high    

quality services to children and their      

families, we know that sometimes you 

might be unhappy with our work. Please tell 

your FPA or the Head of Service as soon as 

possible so that they can quickly understand your 

concerns and try to put things right. You can do 

this by phoning the office or by sending us a letter. 

What do we mean by a concern or complaint? 

You might be unhappy about the way we have   

behaved towards you or about what we have 

written in our report to the Court. Wherever we 

can we will try to put things right. If you are        

unhappy with the report, it is very important that 

you or your advocate let the Court know about 

your concerns. 

We always try to get things right. However, if we 

have made any written mistakes like names, dates 

or other factual information it is important that 

you tell us as soon as you can. 

You cannot make a complaint to the Family         

Proceedings Advisory Service if you are unhappy 

with the Court’s decisions. Instead, you will need to 

take legal advice about whether to appeal against 

the Court’s decisions. 

If you are unhappy with the content of evidence to 

be heard in Court, again this can only be              

determined by the Court.  

Who can complain? 

If the Court has asked the Family Proceedings     

Advisory Service to work with you and you are un-

happy with us or the work we have been 

doing, you can make a complaint. If you 

wish this to be a formal complaint you must 

ensure that it is made in writing. 

How will we respond? 

If your complaint concerns a FPA or other 

member of staff you should address your 

complaint to the Head of the Family          

Proceedings Advisory Service. We will       

register your complaint and acknowledge 

receipt within 5 days. The member of staff 

involved will see a copy of your complaint 

and the Head of the Service will discuss it 

with them. The Head of Service will then 

write to you within 28 days.  

If your complaint concerns the Head of the 

FPAS, or you are not satisfied with the      

response you have received from them, 

please write to the Chief Probation Officer at 

The Market Buildings, Fountain Street, St 

Peter Port, GY1 1BX. 

Complaints can be submitted up to 6 months 

from the date of the final order. 

 


