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The Children and Families Act 2014 – Resolving Disagreements, Mediation and 
Tribunal processes and procedures 

 
Disagreement resolution 

Disagreement resolution arrangements are put in place to resolve a wide-range of 
disagreements including:  

• Performance of duties 
• SEN provision 
• Disagreements over health and social care provision; and 
• Disagreements between health commissioners and local authorities 

 
Disagreement resolution concerns all children and young people with SEN and not 
just those who are assessed for/or have an education, health and (social) care plan 
(EHC).  
 
Disagreement resolution can be used to resolve disagreements in the early stages of 
the EHC needs assessment process and the development of the EHC plan. 
 
To make a complaint regarding an education, health or social care matter, please 
contact the appropriate team: 
 

 

Children's Services Customer Care and Complaints Team:  for all matters relating to 
Education input and social care 

Address - Second Floor, Kensington Town Hall, Hornton Street, London W8 7NX 
Telephone: 0800 202 6201 or 020 7745 6501 
 
Email: cscomplaints@lbhf.gov.uk 
 
Website: Westminster City Council - https://www.westminster.gov.uk/childrens-services-
complaints  
 

 

Adult’s Services Customer Care and Complaints Team:  for all matters relating to 
Education input and social care 

Address - 4th floor Town Hall Extension, King Street, Hammersmith, London, W6 9JU (in use 
from Feb/March as our team is moving) 
Email – ASCCustomerFeedback@lbhf.gov.uk 
Telephone – 0800 587 0072 and 0207 361 2661 
Website: http://www.peoplefirstinfo.org.uk/your-voice/complaints-and-feedback-to-your-
council.aspx  
 

 
Health Services – Customer Feedback Teams 

Patient Advice & Liaison Service – Chelsea and Westminster Hospital 
Address: Chelsea and Westminster Hospital, 369 Fulham Road, London, SW10 9NH 
Telephone: 020 3315 6727  
Email: pals@chelwest.nhs.uk 
Web: http://www.chelwest.nhs.uk/your-visit/information-for-patients/concerns-and-complaints  
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Imperial College Health Care NHS covering Charing Cross Hospital, Hammersmith Hospital, 
Queen Charlotte’s & Chelsea Hospital, St Mary’s Hospital, and Western Eye Hospital 
Address (to write a complaint): Imperial College Healthcare NHS Trust, Trust headquarters, 
The Bays, South Wharf Road, London, W2 1NY 
Telephone: There are a number of different telephone contacts that can be found on the 
Imperial College Health Care website 
Website: http://www.imperial.nhs.uk/patients/complaints/  
Email: complaints@imperial.nhs.uk 
 
Customer Service Team Central London Community Healthcare NHS Trust (providers of 
occupational therapy and speech and language therapy) 
Address: 6th Floor, 64 Victoria Street, London, SW1E 6QP 
Telephone: 0800 368 0412 
Email: clchpals@nhs.net or clchcomplaints@nhs.net 
Website: http://www.clch.nhs.uk/get-involved/make-a-complaint.aspx  

 
 

 
The Mediation Process 

Parents and young people can go through mediation following decisions made by 
the local authority: 

• Not to carry out an EHC needs assessment 
• Not to draw up an EHC plan 
• A decision not to amend an EHC plan 
• Or a decision to cease to maintain an EHC plan 

 
Mediation arrangements are specifically linked to decisions made about education, 
health and care needs assessments and plans. The parent or young person must 
contact the mediation advisor to discuss the disagreed elements of either the 
education and social care elements of the EHC plan, or health and one or both of the 
education and social care elements. If the parent or young person wishes to appeal 
the health element of the plan, then it is the responsible health body/ bodies to 
arrange mediation between them and the parent or young person. 
 
If the parent or young person proceeds with mediation then the local authority have a 
duty to ensure the mediation session takes place within 30 days of the mediation 
adviser informing them of the parent or young person’s decision. The local authority 
or the mediator will then take responsibility for organising the mediation session. 
 
The role of the mediator: 

• Play a key role in clarifying the nature of the disagreement in preparation for 
the mediation session, and clarifying on who needs to be there 

• Have a knowledge of the legislation relating to SEN, health, and social care to 
be able to conduct the mediation session 

 
The parent or young person must be accompanied by a friend, adviser or advocate 
in the mediation sessions. If the local authority has no reasonable objection, the child 
can accompany their parent/s to the mediation session upon request.  
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Parents and young people who wish to make an appeal to the Tribunal may do so 
providing they have contacted a mediation adviser and discussed whether mediation 
might be the suitable way to resolve the disagreement.   
 
Parents and young people must receive a certificate from the mediation adviser to 
register their appeal to the Tribunal. If the parent or young person decides not to go 
to mediation following contact with the mediation adviser, then they will be issued a 
certificate within three working days to confirm the parent/young person decision and 
the information that has been provided.  
 

 
To speak to a mediation advisor please contact KIDS: 

‘KIDS’ is an organisation contracted through the Local Authority to deliver mediation advice 
and support. 
Address: 7-9 Elliott's Place, London, N1 8HX 
Website: Please leave your contact details and the nature of your enquiry on the KIDS 
website http://www.kids.org.uk/Pages/Contact.aspx  
 

 
The Tribunal Process 

Under the Children and Families Act 2014 (section 55(3)) parents, carers and young 
people who wish to make an SEN appeal to the (First-Tier) Tribunal, regardless of 
whether it is in relation to education and social care issues (section 54) or limited to 
health care issues (section 53), may only do so after they have contacted an 
independent mediation advisor and obtained a certificate.   
 
Parents and young people can appeal to the Tribunal about:  

• A decision by the local authority not to carry out an EHC needs assessment or 
re-assessment 

• A decision by the local authority not to issue an EHC plan following an EHC 
assessment 

• The contents of the EHC plan concerning the child or young person’s special 
educational needs and provision, named educational establishment, or no 
school or other institution specified 

• Amendments made to the EHC elements of the plan 
• A decision made by the local authority not to amend the EHC plan following a 

review or re-assessment 
• A decision made by the local authority to cease to maintain the EHC plan 

 
Parents and young people have two months to register an SEN appeal with the 
Tribunal from the date the local authority sent the notice containing a decision which 
can be appealed or one month from the date of certificate issues following mediation 
or receiving mediation advice.  
 
Decisions made by parents and young people not to use disagreement resolution 
services or mediation will have no effect on their right to appeal to the Tribunal 
regarding the LA decisions made around the EHC plan.  
 
The Tribunal has powers under the Children and Families Act 2014 to: 

• Dismiss appeals 
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• Order the local authority to carry out an EHC assessment 
• Order the local authority to make or maintain an EHC plan 
• Amend or correct the existing EHC plan  

 
In making decisions about the special educational provision specified in the EHC 
plan the Tribunal should take in to consideration the education and training 
outcomes specified in the EHC plan, and whether the educational provision will 
enable and empower the child/young person to progress towards achieving their 
aspired outcomes. 
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Appendix 1 
 
 Scenario 1: Tribunal appeal with mediation 

 
There are 2 months available for a  
parent/young person to contact their 
local authority (LA) and request mediation  
regarding their EHC plan. If the  
parent/young person wishes to appeal the  
special educational needs element of   
the plan, then they must contact  
the mediation adviser.  

1. Notice of 
decision is 
received from 
the LA. 

2. Decision made 
to proceed with 
mediation, will 
result in the 
mediation adviser 
contacting the LA.   

3. LA arrange the 
mediation session 
within 30 days. 

4. When mediation is 
complete a certificate to 
confirm conclusion must 
come from the mediation 
adviser within 3 working 
days.   

5. If the young person or 
parent wishes to register an 
appeal following mediation, 
then this is dependent on the 
discretion of the Tribunal to 
accept appeals outside of the 
two month time limit/ or within 
1 month of a certificate. If 
accepted then the appeal 
process will be the same as in 
scenario 2.  

                         
                        1 month                2 months                    3 months                 4 months                                                  
 
Scenario 2: Tribunal appeal without mediation 
 
 
 
 
 
 
 

 
 
2 months are available for parents/YP 
to contact the mediation adviser  
and decide whether or not to go to  
mediation and register an appeal, with  
certificate issued within 3 working days. 

1. Notice of 
decision 
received by 
the LA.  6/2. Appeals take up to 20 

weeks to be heard once 
registered 

7/3. Copy of the 
tribunal decisions and 
reasons by post should 
be sent within 10 
working days.  


