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Welcome to PACE (Community Interest Company) & Norwich Family Contact Centre (Charity)
Family Time Centres are safe, neutral spaces where children can spend time with parents, siblings or other extended family members they don’t live with.
How we work is to help parents/families to either maintain or re-establish their relationships with child/ren in child focused way and within a safe yet comfortable environment.  
This is information for parents/carers about the expectations and boundaries of the centre. 
Referral process:
PACE’s Referral Form will have been completed in full by both parents or a professional. 
We will then process the referral as well as completing our internal risk assessment.  A family practitioner will be allocated to you who will prepare a Family Time Plan which will outline session dates/times.  
Costs & payments
The fees that are charged are either paid by the non-resident parent seeking family time or split evenly between both parents, or the referrer where this has been agreed in advance such as social services.
The cost of using the service is set out in a separate document which will be sent to you. These fees can change at any time but are scheduled to be reviewed once a year. This review usually takes place in April. 
All fees must be paid and reach our account 48 hours prior to contact. You may pay for sessions as far in advance of the session taking place as you wish. 
Cancellations:
We recognise that things happen which can prevent contact taking place. However, it is also the case that the centre incurs costs by offering or planning to offer a service. With this in mind, we will offer a full refund where we are informed about the need to cancel a family time session, no less than 2 working days prior to the planned session taking place. 
Discretions:
If the cost of contact means that you will not be able to use the service, whether this be because parents are on low income, receipt of benefits, or for any other reason. Please contact us, it is regrettable that we will not be able to help on every occasion, but equally, if we are able to offer some flexibility, or have awareness of funding opportunities or have awareness of funding opportunities, we will be able to talk to you about this.
Location/Venue:
We use a variety of locations across Norfolk and Suffolk; we aim to provide services where possible close to where the child resides however this excludes alternate Saturday’s which are always Norwich based.  We provide resources and make sure the room is suitable for the age of the child as well as friendly and welcoming.    


Preparation for attending sessions:
Parental separation is an emotional time for young people. The emotions they experience are potentially life changing and need to be recognised. Young people, struggling with separation, are hearing all kinds of messages about what a family looks like. The new reality of your family life won’t fit neatly into traditional stories. NACCC’s website has areas specifically for children, parents and professionals that will walk you through how family time services work, which can be found at https://naccc.org.uk/for-children
Family time sessions available:
Supported family time (Group)
This is a form of family time where the level of risk is assessed to be lower than might be the case for supervised contact. It is also used to progress from supervised contact. In supported family time, direct observations are not made, and reports are not written. Staff or volunteers are trained and will be present to ensure the comfort of those engaging in the service. It is quite normal for several families to share a space when having supported family time. Typically, this might be a large hall. It might also be the case that there are more families than there are staff or volunteers. 

Supported family time (Private room)
In some situations, a group environment is not appropriate for some children and therefore supported family time can be held in a room without other families, if there is availabilty.

Supervised family time
This form of family time is provided where it is assessed that there might be a higher risk or greater complexity in a family’s circumstance. These sessions will be supervised by staff who are experienced in this role, ensuring the physical safety and emotional well-being of children in a one-to-one observed setting. Observations will be made, and reports will be written. It is generally expected that staff will remain within sight and sound of children at all times.

Handovers
Handovers can be provided and are normally part of a transitional plan.  These are usually facilitated when parents or carers are not able to be in communication with each other.  

Behaviours and respect:
We will treat you with respect, courtesy and understanding.  We expect that you equally respect our knowledge, expertise, commitment and compassion.  We do not tolerate aggression, harassment or undermining of our team.  We do not take responsibility for court outcomes.  
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