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MEDIATION SERVICES FROM THE SCHOOL SUPPORT TEAM 
 
All Head Teachers and Governors will be aware of the increasing number and complexity of complaints and 
issues from Parents and other individuals as well as incidents of breakdowns in relationships affecting 
schools.  With this in mind, the school support team have arranged to attend training to allow them to help 
schools navigate these difficult situations and avoid reputational damage to the school. 
 
School Support have over the years provided telephone advice and support in these circumstances as part 
of their Service Level Agreement and this will continue to be provided.  However, a face to face discussion 
can be very helpful in reaching a resolution although such meetings inevitably come at a cost.  Also, the 
Department for Education has incorporated into their guidance for School Complaints, the expectation that 
an optional mediation stage be introduced to school Complaints Procedures.  
 
Consequently, the School Support Team have identified areas where additional support might be offered 
and schools will be able to commission this support at need if they so wish.  Two levels of support have 
been identified and costed as follows: 
 
Informal mediation / Facilitated Discussion 
 
It is envisaged that this level of support would be available from either your school support advisor or 
another member of the team to help Chairs, Vice-Chairs or Head Teachers undertake a range of 
discussions that might be difficult or sensitive - this discussion would be informal and only brief notes would 
be taken to record any agreement reached but could prevent the situation escalating. (cost £150)  
 
Formal Mediation 
 
This would be a more formal meeting, usually after an investigation report has been produced (complaint or 
behaviour) and will involve specific contextualised preparation for the meeting and a formal outcome letter 
from the process - these meetings would be undertaken with a mediator, not currently associated with the 
school but from within the school support team.  This distance from the school and Governing Board will 
help individuals appreciate the impartial nature of advice offered.  It is hoped that the process being 
followed could be concluded at this stage avoiding additional meetings or hearings.  (cost £250)  
 
Schools can, as always, source mediation support from other providers - this new provision has been 
designed and developed purely to provide a service that schools might require at a  price point that is likely 
to be well below that of an external, commercial provider.   
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