
BIMA Complaints and Appeals Policy 
 
We are committed to providing high-quality services and training.  If something goes wrong, we 
are keen that you should tell us about it; this will help us to improve our standards.  If you have 
a complaint, please contact the Chief Executive Officer (CEO) of BIMA, within 14 days of the 
complaint arising, by telephone, email or letter.  Likewise, any delegate who has not gained 
accreditation following a training programme and is dissatisfied with the outcome of their 
assessment(s) should contact the CEO of BIMA within 14 days of the assessment to outline their 
appeal by telephone, email or letter. 
 
Our contact information can be found here: www.bimagroup.com/contacts 
 
In relation to this policy, our aims and procedures are as follows: 
 

1. Treat all complaints and appeals seriously and deal with them properly 
 

We will acknowledge by email or letter the receipt of your complaint or appeal within five 
working days with an indication of how long it will take to send you a detailed response to 
the complaint or the time needed to make an initial review of the appeal.  If you do not 
receive an acknowledgment within this timeframe please contact us. 
 
2. Act to resolve complaints and appeals promptly 

 
We will Investigate your complaint carefully and thoroughly and write back to you with a full 
reply within 28 working days (occasionally we may need longer, but this will be indicated in 
the acknowledgment email or letter).  
 
In the case of an appeal, the CEO of BIMA will contact the relevant assessor and ask for 
them to review their assessment. Following this, the CEO will contact the delegate by 
telephone to discuss their concerns and provide feedback. If after this discussion the 
delegate wishes to appeal the outcome of their assessment, they should indicate this in 
writing by email or letter. Upon receipt of this extended appeal, the CEO of BIMA will then 
decide to either confirm the original assessment, or change some or all of the scoring, which 
may or may not lead to the required standard for accreditation being achieved. 
 
On any occasion where the CEO of BIMA was an assessor for that delegate, s/he will 
delegate the appeals task to another senior member of BIMA’s Training Faculty or another 
BIMA Trustee who will handle the appeal as set out above. 

 
3. Review Procedure 

 
Should you not be satisfied with the response to a complaint or the outcome of an appeal, 
you may request that the matter be referred to an additional BIMA Trustee to 
independently review your complaint or appeal and how it has been handled.  You will be 
informed of the outcome within 28 days of your request for a review.  
 
If you are not satisfied with the outcome of your complaint at that stage you may refer the 
matter to the Civil Mediation Council (the CMC). This must be done within one month of 



conclusion of consideration of the complaint by the mediator or provider and in any event 
within 6 months of the events giving rise to the complaint. Complaints received outside 
these time limits will only be accepted at the discretion of the CMC.  All such complaints 
must be in writing and addressed to the Registrar of the CMC at 
registrar@civilmediation.org.   
 
On receipt of your e-mail the Registrar will send you a complaint form to be completed and 
returned. 
 
Complaints can only be considered by the CMC if they concern an individual or organisation 
which is a member of the CMC. The CMC regrets that it cannot consider complaints against 
non-members. 
 
All documents relating to the complaint must be submitted with the complaints form or, if 
any are unavailable, you must give an indication as to when they will be supplied. In 
submitting a complaint you consent to all information you supply and any accompanying 
documents being disclosed to the other party to the complaint, to the CMC’s Complaints 
and Discipline Committee, the CMC Board and to other relevant third parties which may 
include other regulators. 
 
A complaint to the CMC may be made on the following grounds only: 
 

a) that a Registered Mediator or Registered Provider does not meet the requirements 
for Registration 

b) that a Registered Mediator is not a fit and proper person to be Registered 
c) that the service provided by a Registered Provider does not meet generally 

acceptable standards 
d) that an Unregistered Individual or Organisation Member of the CMC has brought the 

CMC or the mediation profession or the mediation process into disrepute 
 
Complaints will be dealt with in accordance with the procedures adopted by the Complaints 
and Discipline Committee of the CMC from time to time. A copy of the Rules is available on 
request from the Registrar. 
 
All communications must be made in writing, but in its absolute discretion the CMC may also 
accept oral representations from the parties. 
 
The determination of a complaint by the CMC and any disciplinary measures imposed are 
final and no further appeal will be entertained. 
 
The CMC will progress your complaint with due diligence and in most cases provide a final 
determination within 6 months of receipt of the complaint. 
 
4. We aim to learn from feedback and take action to improve our services 
 
The Trustees of BIMA take on board all feedback received during the provision of services or 
training (for example via feedback sheets), from the BIMA AGM or under this policy and 
work to improve training and other services such as mediation. 


