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1 Introduction 

 

It is our policy that all employees have access to a publicised and well-defined grievance 
procedure.    

This procedure covers both collective and individual issues concerning terms and conditions 
of service. The Trust will engage with all appropriate parties and have shared leadership. 

 

1.1 Grievance, Raising Concerns and Dignity at Work 

 

1.1.1 Raising concerns and whistleblowing are both terms commonly used to describe the 
disclosure of information to an employer about a risk, malpractice or wrong doing 
that could have an adverse effect on patients, other members of staff, the public or 
the organisation’s reputation. 

 

1.1.2 Making the distinction between raising a concern and a grievance is important.  
Many concerns are raised openly as part of normal day to day practice and provide 
opportunities to manage issues and intervene at an early stage.  These informal 
routes for raising concerns should not undermine or compromise formal reporting of 
concerns and it is important that managers and staff can make the distinction and 
follow the correct process. 

 

1.1.3 A grievance relates to a personal complaint made by an individual about their own 
employment situation, as opposed to being in the public interest.  However, it is 
important to highlight that personal complaints may uncover an underlying issue 
which, when further investigated, may be in the public interest. 

 

1.1.4 Although it is impossible to give a full list of issues which may be classed as a 
grievance, examples of a grievance include bullying or harassment, discrimination, 
a breach of employment terms and conditions, health and safety, organisational 
change, new working practices or issues with working conditions or working 
relations. 

  Issues relating to bullying or harassment, or grievances relating to discrimination 
would also be classed as a grievance but are dealt with separately within the Dignity 
at Work Policy which can be found on the Staff Zone. 

 

1.1.5 The issue or complaint must relate to Trust matters. 

 

1.2 As unresolved issues are likely to detract from the achievement and maintenance 
of satisfactory work standards, they should therefore be reviewed carefully and dealt 
with as quickly as possible.  Long delays can make the situation worse and may give 
the employee the impression that there is reluctance to deal with the issue.  
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2 Purpose and Scope 

 

2.1 We aim to provide a working environment which promotes safety, teamwork and 
respectful treatment; it is the right of every person to be treated with dignity and 
respect at work.  From time to time, issues or conflict may arise causing a person to 
feel aggrieved. 

 

The aim of this policy is to promote and encourage positive and supportive behaviour 
at work with a view to reducing the potential for conflict and complaints in relation to 
working relationships within the Trust. 

 

2.2 We have a set of core values, which are listed below, and we believe that every 
employee has the right to a work environment where everyone is treated fairly with 
mutual respect 

Improving Lives We make things happen to improve people's 

lives in our communities. 

Everyone Counts We make sure no-one feels excluded or left 

behind - patients, carers, staff and the whole 

community. 

Commitment to Quality We all strive for excellence and getting it right for 

patients, carers and staff every time. 

Working Together for Patients Patients come first. We work and communicate 

closely with other teams, services and 

organisations to make that a reality. 

Compassionate Care We put compassionate care at the heart of 

everything we do. 

Respect and Dignity We see the person every time - respecting their 

values, aspirations and commitments in life – for 

patients, carers and staff 

 

2.3 The purpose of this policy and procedure is to establish a process to allow all 
employees an equal opportunity to raise issues about their work, working conditions 
or relationships with colleagues that they wish to be addressed and where possible, 
resolved.   

 

2.4  The principles of procedural fairness apply during the procedure, which means that 
the respondent is informed of the allegations against them, each party has a chance 
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to have their say and be heard, and that the person handling the complaint is 
impartial.   

 

2.5 Staff are advised to raise issues informally with their line manager in the first 
instance, however where this does not resolve the matter staff are encouraged to 
use the procedure to deal with issues promptly and prevent matters becoming a 
cause for concern for individuals or the Trust.  

 

2.6 It is the duty of each Supervisor/Line Manager to acquaint themselves with the 
procedure, and to ensure that each member of staff is aware of the steps taken in 
airing a grievance.  It is a requirement that anyone with responsibility for managing 
staff attends the HR Essential Skills training day. 

 

2.7 This policy applies to all staff employed by the Trust.  The policy will also apply in 
most cases where a former employee raises a grievance concerning their 
employment.  Advice should be sought from Human Resources in the case of former 
employees. 

 

2.8 This procedure does not apply to the settling of differences relating to: 

• dismissal or other disciplinary matters; 

• matters relating to statutory deductions from pay (i.e. income tax, pension 
and national insurance);  or 

• job bandings (please refer to procedure to be followed for Review of Job 
Banding). 
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3 Duties 

3.1 Human Resources  

 

3.1.1 It is the responsibility of HR to provide advice to managers and employees on the 
operation of this procedure and ensure that any action taken is applied fairly and 
equitably.   

 

3.1.2 A HR representative shall attend all formal grievance hearings, ensure that 
contemporaneous notes of the meeting are made.  This may be the taking of minutes 
during the hearing or the transcript of audio recordings taken during the meeting.  
Any such recordings will be made available to the individual recorded and their 
nominated representative upon request.  HR will support managers in confirming 
the outcome in writing.  

 

3.1.3 The HR department will keep a record of all formal grievances raised and the 
outcome.  These records will be retained in accordance with the Data Protection Act 
1988 and will form part of the HR monitoring and reporting process.  

 

3.2 Managers   

 

3.2.1 Managers are responsible for: 

 

• Demonstrating and modelling  the Trust Values and ensuring that each 
employee is treated fairly 
 

• Promote open and productive communication within their teams  
 

• ensuring that employees understand their rights and responsibilities;  
 

• ensuring that the policy is applied consistently, fairly and in a way which 
does not discriminate;  
 

• ensuring that all employees are aware of and understand the policy: 

 
3.2.2 When managing formal grievances, managers will;  

 

• Inform HR of any grievances received from a member of staff and for 
following the procedure as outlined in this policy 
 

• Encourage prompt resolution of grievances as close as possible to the 
point of origin. 
 

• Keep written records as appropriate at the informal stages and should 
ensure confidentiality at all times.  
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• Ensure that a decision is not made until all the available facts have been 
established, arranging for a formal investigation of the facts, if necessary, in 
accordance with section 6 of this policy. 
 

• Chair grievance meetings/hearings in a courteous and fair manner, 
encouraging participants to focus on establishing the facts. 

 
• Ensure notification of grievance hearings, investigations and outcomes of 

Hearings or Appeals are made in writing.  
 

• Ensure that employees are given the right to be accompanied and the right 
to appeal. 
 

• Ensure that they are aware of their responsibilities under the Equality Act 
2010, and that reasonable adjustments are made if required during 
grievance proceedings. 

 

3.3 Employees  

 

3.3.1 Employees are responsible for: 
 

• Demonstrating the Trust Values and treating all colleagues fairly 
 

• Participate in open and productive communication with other members of 
their team and their line manager/supervisor 

 

• Familiarising themselves with this policy and procedure. 
 

• Raising grievances and concerns promptly and informally with line 
managers in the first instance, with a view to resolving matters as closely 
as possible to the point of origin. 
 

• Nominating one of a group of employees to represent the group in formal 
hearings where there is a collective grievance (which will be in addition to 
any employee representative). 
 

• Providing written grievance statements and supporting documentation for 
formal grievances to help the manager to establish the facts. 
 

• Providing written information to the correct managers within the correct 
timescales for all stages of the formal procedure. 

 

• Contacting their staff side rep or work colleague to arrange any 
representation they wish to have during formal stages of a grievance. 

 

• Making every effort to attend grievance meetings, hearings or appeal 
hearings. 

 

• Behaving in a courteous manner during grievance meetings and hearings, 
focusing on establishing facts.  
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• Lodging any appeal in accordance with the appeals process of this policy 
(stage 3).  
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4 Principles 

 

4.1 Employees should aim to settle most issues informally with their line manager though 
informal discussion without the need to invoke the formal procedure.   

 

4.2 Ideally, issues should be raised within 1 month of the alleged incident occurring or the 
issue arising. However, in extenuating circumstances the Trust may accept a complaint 
outside this time.   

 

4.3 For issues of a sensitive or controversial nature a balance must be struck between the 
need to preserve confidentially and the need for informed discussion on the issues 
raised.  

 

4.4 This procedure is designed to address genuine concerns or grievances where there is 
a perceived or actual issue for concern.  Issues raised purely out of malice or without 
reasonable belief  will constitute a disciplinary offence.  

 

4.5 The Trust may, where necessary, investigate a concern or grievance raised informally 
even when the complainant does not want to place the grievance in writing. It is 
recognised that this may restrict the ability to properly investigate the complaint.  We 
will do this to protect the health and safety of our staff and patients and to fulfil our 
obligations as an employer.   

 

4.6 Employees, who are absent (for example due to sickness or maternity leave), once 
they have raised a concern, may choose to continue the process themselves, or 
nominate a representative on their behalf.  Following discussion and agreement with 
the employee, the process may continue and meetings may go ahead.   

 

4.7 Sickness absence will not necessarily delay the process, where this would have an 
adverse effect on the recovery and health of the individual involved or the individual is 
not fit for work but is fit to attend a meeting, the Trust will make every effort to continue 
the process.  Any such decision will be with the agreement of the individual and taken 
with advice from Occupational Health or the individual’s GP. 

 

Although appropriate feedback will be given to the complainant(s) on the progress of 
any such investigation, due regard must be given to confidentiality of any disciplinary 
hearing and the rights of individuals involved in subsequent disciplinary hearings. 

 

Employees will not be victimised for having brought a complaint.  Anyone who is found 
to have victimised a member of staff for making such a complaint, will be subject to the 
Trust’s Disciplinary Policy and Procedure. 
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5 Procedure 

 

Most routine concerns and grievances are best resolved informally in discussion with 
the employee’s immediate line manager.  Dealing with grievances in this way can lead 
to the speedy resolution of problems.   

 

5.1 Stage 1 – Informal Grievance 

 

5.1.1 Before an employee, (or in a collective grievance, representative of the group) takes 
up a formal concern or grievance under this procedure, they are advised to raise the 
matter informally with their immediate supervisor/line manager in an attempt to 
resolve the issue by informal discussion(s).  The employee should make it clear to 
their manager that they are raising a grievance informally and should clarify the 
outcome they are seeking.  Discussions should be timely, be documented, actions 
recorded and a copy placed on the individual’s personal file. 

  

5.1.2 If, in particularly sensitive cases, the employee or representative of the group feels 
unable to raise the concern or grievance with their immediate supervisor/line 
manager or the supervisor/line manager's manager, it may be raised with the Human 
Resources Department or if preferred, with their staff side representative to raise it 
on their behalf with the HR department. 

 

5.1.3 If the matter is not resolved through informal discussion(s) with their immediate 
supervisor/line manager, the concern or grievance should be put in writing and 
submitted to the same manager, or where this is not appropriate, referred to the next 
level of management .  Employees should use the form at Appendix 3 for this 
purpose.  However, any form of written communication indicating a grievance or 
concern(s) from an employee will be considered as a formal grievance (advice 
should be sought from HR).   

 

5.1.4 There may be instances where the nature of the grievance is so serious that the 
formal procedure will be invoked immediately.  Advice should be sought from the 
HR department by the employee, their representative or their manager if there is 
uncertainty in this regard.  This may result in stage 2 of the Procedure being invoked, 
even if the employee might prefer the matter to be dealt with informally under stage 
1. 

  

 Such cases will be fully discussed with the employee concerned before any action 
is taken. 

 

5.2 Stage 2 – Formal Grievance 

 

5.2.1 The employee should raise the concern or grievance in writing with his or her 

manager using the Notification of Concern or Grievance Form at appendix 3 of 

this policy, or by letter.  The form or letter should state that the matter is being raised 
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under the formal grievance procedure and include the precise nature of the concern 
or grievance and any supporting evidence.  The employee should also indicate how 
they envisage how their complaint can be resolved.  Although there is no guarantee 
that the matter will be resolved in the way they suggest, this does at least give the 
managers an indication of the aggrieved employee’s desired outcome.  

 

5.2.2 The manager should meet with the employee or representative of the group without 
delay, where possible, within 5 working days of receiving the letter, to discuss the 
issues and to seek a resolution.  The manager should be supported by HR who will 
attend the meeting.  Any delays in meeting within 5 working days will be clearly 
documented.  The manager, the employee and their representative should take all 
reasonable steps to attend the meeting.  The purpose of this meeting is to discuss 
the concern or grievance and clarify the facts.  

 

5.2.3 Not all matters require investigation, however if following the meeting, should any 
investigation be deemed necessary in order for the Manager to reach a decision, an 
Investigating Officer will be appointed, in accordance with section 6 of this policy. 

 

5.2.4 The Managers decision should be communicated to the employee in writing, without 
unreasonable delay and where possible within 10 working days of the Stage 2 
meeting (appendix 4 – flowchart).  Any delay in provision of the written document 
should be recorded within the document sent. 

 

5.2.5 If the employee remains dissatisfied after Stage 2, the matter should be appealed 
to the next level of management not previously involved within 10 working days of 
the decision of the manager. 

 

5.2.6 Where the immediate manager is the subject of the concern or grievance then the 
matter should be raised with the next level of management.  If the concern or 
grievance relates to another employee it may be appropriate for the manager to 
make arrangements for the employees and other interested parties to meet to 
discuss the matter.  Such situations need careful handling and the manager should 
act as a mediator for the meeting, allowing both parties the opportunity to state their 
case with a view to reaching a mutually satisfactory resolution of the problem.  

 

5.2.7 If the employee is satisfied with the response, they should advise the manager 
accordingly.  

 

5.3 Stage 3 – Formal Appeal 

 

5.3.1 Should the aggrieved employee feel the matter remains unresolved, they may 
request that their concern or grievance be considered under Stage 3 of the 
procedure.  This should be in writing to the relevant next level manager within 10 
working days of receipt of the written notification of the Stage 2 decision   
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5.3.2 The letter should refer to the formal grievance procedure and include the precise 
nature of the concern or grievance and any supporting evidence.   

 

5.3.3 The concern or grievance must be substantially the same as that raised under Stage 
2, new issues cannot be introduced at Stage 3.   

 

5.3.4 If not already carried out, the concern or grievance should be carefully investigated 
and considered.   An appeal hearing will be undertaken without delay and normally 
within 10 working days of the letter being received.  The employee should make all 
reasonable efforts to attend and has the right to be accompanied by a trade union 
representative or work colleague.  The appeal hearing will be conducted by the next 
level manager, supported by a representative from Human Resources. 

 

5.3.5 The manager who dealt with the case at Stage 2 should provide details of their 
investigation and the conclusion reached at that stage.  Where appropriate, as at 
Stage 2, a joint meeting should be considered between the parties in order to try to 
resolve the problem.  

 

5.3.6 After considering the appeal the manager concerned must inform the employee of 
the response without unreasonable delay and normally within 10 working days of 
the Stage 3 appeal hearing.   

 

5.3.7 Where the hearing at Stage 2 has been heard by management at Director level the 
Stage 3 appeal should be heard by a panel comprising of three people to include a 
Director who has not been previously involved,  a Non-executive Director and a 
Senior Human Resources representative.    

 

5.3.8 Should there be any reason why this is delayed, the employee must receive written 
notification and an indication of when the meeting will take place. 

 

5.3.9 The stage 3 appeal is the final stage in the process.  The decision of the hearing 
manager/panel will be binding.  The manager/panel will write to the employee or 
representative confirming the outcome of the meeting. 

 

5.3.10 The purpose of an appeal hearing is not to re-hear the case, but to hear points of 
appeal as stated in writing by the complainant.  Examples of grounds for appeal 
would be (this list is not exhaustive): 

 

• The grievance was not upheld but the evidence provided does not support 
this outcome (i.e. the complainant feels that all the evidence was not fully 
considered) 

• The correct policy or process was not followed 

• New evidence has come to light that may change the outcome 

• The outcome is inconsistent with how others have been treated 
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5.3.11 Where no appeal is raised within this timescale the grievance will be deemed to 
have been resolved and a letter will be sent, by the manager, to all relevant parties 
to confirm closure of the process. 

 

5.3.12 Guidance on the process to be adopted at Appeal hearings is at Appendix 1 of this 
policy and procedure.  

 

6 Investigation 

6.1.1 At Stage 2 of the Procedure, it will be made clear to all those involved, that their 
evidence or statement will form part of the report of the investigation and if it goes 
to a disciplinary hearing the accused employee will see their evidence and/or 
statement. 

 

6.1.2 In order for the matter to be dealt with at Stage 2, the complaint must be stated in 
writing to the appropriate line manager (or next appropriate reporting line manager 
if the line manager is the subject of the grievance).   The employee should put their 
case in writing;  if possible, it should include as much of the following information as 
possible: - 

 

• clear, specific allegations against the named person or people 

• where possible, dates, times and witnesses to any incidents with direct 
quotes 

• factual description of events 

• an indication of how each incident made the complainant feel 

• any documentary evidence and details of any action that the complainant, 
or others, have already taken. 

6.1.3 The Manager (Instigating Manager) receiving the grievance should seek advice from 
the HR Department with regard to instigating an investigation and appointing an 
Investigating Officer.  A HR representative will be appointed as support to the 
Investigating Officer to guide all parties on the procedure and to ensure that due 
process is followed during the investigation.  The Investigating Officer appointed 
must not have had any prior involvement in the allegation. 

6.1.4 The assigned Investigating Officer will receive all the relevant information.  The 
investigation should commence as soon as possible.  The Investigating Officer will 
set up appropriate meetings with those involved in the case to take statements.   
Should the matter lead to disciplinary action, the Investigating Officer must not 
subsequently hear any disciplinary case. 

6.1.5 The investigation must focus on the facts and must be seen by all concerned to be 
both independent and objective in the way in which it is conducted.  If there are any 
concerns about the objectivity of the Investigating Officer these should be raised by 
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the individual or representative prior to the commencement of the investigation or 
as soon as the problems arise.   

6.1.6 An internal investigation must be conducted even if the matter is subject to a police 
investigation.  The findings of the internal investigation will be considered 
independently of any external proceedings and must follow the procedures outlined 
in this policy.   

6.2 Guiding principles of an Investigation 

6.2.1 Every effort shall be made to protect the legitimate rights of all parties involved.  In 
particular the following principles shall be adhered to:  

 

• the rules of natural justice shall apply to all investigations in that those 
involved in the process will have the right to explain or defend their actions, 
there will be the right to be represented by a work colleague or trade union 
representative 

• the principle of confidentiality shall apply in relation to the details of the case 
and investigation 

• during the whole of the investigation process, the complainant, the person 
against whom the allegations have been made and any others interviewed 
shall be entitled to be accompanied at any stage of the investigation by a 
trade union representative or a work colleague 

• all concerns will be dealt with expeditiously and at least within the timescales 
prescribed 

• allegations will be considered against the principles of reasonable belief and 
the balance of probabilities 

• physical transfers of affected parties should only be undertaken as a last 
resort.   

 

6.3 Suspension during investigation 

6.3.1 The question of whether or not to suspend the person against whom the allegations 
have been made should also be considered.   

6.3.2 Suspension should only be contemplated as a last resort in serious cases.  It should 
be noted that suspension is not a penalty, nor does it prejudge the outcome of the 
investigation or any subsequent disciplinary action.  Suspension will always be on 
full pay plus any other entitlements the individual usually receives.  

 

6.4 Redeployment during Investigation 

6.4.1 Consideration will be given to the working arrangements of the complainant and the 
person against whom the complaint has been made for the duration of the 
investigation.  In extreme circumstances, it may be necessary or desirable to 
separate individuals involved while the investigation takes place.  Unless the 
complainant specifically requests otherwise, every effort should be made to move 
the accused employee and not the complainant.  However, such action should be 
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taken only after serious consideration of the impact this will have on either party.  
Where there are operational constraints, these must also be considered very 
carefully against the complainant’s personal needs and if not possible, alternative 
solutions should be discussed with the complainant. 

6.4.2 Where a complaint is upheld and it is determined necessary to relocate or transfer 
one party, consideration should be given, wherever practicable, to allowing the 
complainant to choose whether they wish to remain in their post or be transferred to 
another location or whether it is more appropriate to move the subject of the 
grievance.  No element of penalty should be seen to attach to a complainant where 
such action is agreed.  There should, however, not be an automatic assumption that 
the complainant should be moved.  Where it is genuinely impossible to transfer one 
party for skill or operational reasons, this must be weighed carefully against the 
complainants needs. 

6.4.3 Where the complaint is not upheld because the evidence is regarded as 
inconclusive, as a last resort, consideration may be given to transferring or 
rescheduling the work of one of the employees concerned, rather than requiring 
them to continue to work together.  Such arrangements must also take account of 
service needs. 

6.4.4 All redeployment decisions should be made in conjunction with Human Resources.  

6.5  Investigation Procedure 

6.5.1 It is important that the Investigating Officer conducting the investigation maintains 
impartiality throughout the process and presents a balanced and objective report of 
the findings.  The Instigating Manager will then review the report and decide whether 
there is a case to be answered, in which case the matter should proceed to a 
disciplinary hearing. 

6.5.2 Once a written grievance has been received, a letter of acknowledgement must be 
issued within 5 working days by the Instigating Manager to whom the grievance was 
lodged, informing the complainant, and their representative, what procedure will be 
followed and who will be conducting the investigation. If the written complaint 
requires clarification prior to this, the Instigating Manager will inform the complainant 
and arrange to meet with the individual as soon as possible to clarify the necessary 
points.   Support from Human Resources should be sought.   

6.5.3 The accused employee should be advised by the Instigating Manager, at the earliest 
opportunity, that an investigation is being carried out and be given precise details of 
the allegations being made against them in writing.  The individual and any relevant 
witnesses should also be advised that they will be interviewed as part of the 
investigatory process. 

6.5.4 Opportunity should then be given for the accused employee to consider the matter 
and to seek representation before a full investigatory interview is conducted in the 
presence of the representative (if the employee so requests).  Witnesses are also 
entitled to be accompanied at the investigatory interview.   

6.5.5 The Investigating Officer will interview those who witnessed or heard or were in any 
way directly involved with the situation so that the facts are established.  Written 
notes of the interview with witnesses will be made, and a copy will be made available 
to witnesses who will be asked to return their statement validated, dated and signed 
by a certain date to corroborate the evidence they have provided.  If the statement 

file:///C:/Users/RowleyK/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/MacphersonF/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/06VMIATK/Dignity%20At%20Work%20Policy%20%20-%20Refreshed%202012.docx%23_3b_Instigating_Manager
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is not received by the date given and there is no contact made to extend the 
timeframe, it will be assumed that the statement is accurate.   

6.5.6 Written notes of the interview with the accused employee will also be made, and a 
copy will be made available to them requesting the statement to be returned 
validated, dated and signed by a certain date to corroborate the evidence they 
provided.  If the statement is not received by the date given and there is no contact 
made to extend the timeframe, it will be assumed that the statement is accurate.   

6.5.7 During the investigatory interview, the accused employee should be given every 
opportunity to refute the allegations, to give their own account of events and/or 
explain any mitigating circumstances. 

6.5.8 The Investigating Officer will inform all interviewees that the accused employee will 
see their statement and may wish to ask them questions about it if the matter goes 
to a disciplinary hearing.  In exceptional circumstances the Instigating Manager may 
decide, for example to protect a witness, where the Manager may anonymise 
information obtained during a formal investigation into a disciplinary matter. 

6.5.9 The Investigating Officer should attempt to complete the investigation as soon as 
possible.  This should generally be no longer than 4-6 weeks, with the expectation 
to do this sooner wherever possible, recognising the sensitivity of both parties to a 
prolonged investigation period.  If it likely that the investigation will exceed this 
timescale, this should be communicated to the complainant and the accused 
employee and their respective representatives. 

6.5.10 Having gathered all the relevant facts, the Investigating Officer will produce a report 
of the investigation, which shall include a recommendation as to whether they 
consider there is a case to answer, to the Instigating Manager who will take into 
account the report’s findings will then decide whether: 

 

• A disciplinary hearing is required under the formal procedure 

If the Instigating Manager decides to hold a disciplinary hearing, then the employee 
who the complaint has been made against and their representative will be provided 
with a copy of the Investigating Officer’s full report.  This hearing will follow the 
Procedure as stated in the Disciplinary Policy and Procedure.    

• Some other approach (e.g. counselling and/or training) may be more appropriate 

There may be circumstances where the investigation has not found evidence of 
misconduct, however the Instigating manager recommends action to improve the 
working relationship. 

• There is no case to answer.  Where there is no case to answer the complainant 
and the accused employee will be informed separately in person.  Both 
individuals will be entitled to be accompanied by a trade union representative or 
work colleague employed by the Trust.  This decision will be confirmed in writing.  

6.5.11 The accused employee will be advised of the outcome of the investigation within 5 
working days of its conclusion.   

6.5.12 Managers must ensure that no intimidation, victimisation or unfair discrimination at 
any stage of the investigation or afterwards occurs against any employee who has 
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raised a grievance, or who has assisted in the investigation.  Such matters will be 
treated seriously and will  lead to disciplinary action. 

 

7 Human Resources 

 

7.1 At any stage of the procedure the Manager can approach Human Resources for advice 
or attendance at meetings to consider the matter and seek a resolution.   

   

7.2 Although this may not always be appropriate at Stage 1 - the informal discussion, HR 
advice should be obtained at every stage of the procedure and attendance at meetings 
from Stage 2 onwards.   

 

8 Representation 

 

8.1 Employees will be entitled to be supported/represented at all stages of the procedure 
by a work colleague or staff side (trade union) representative.   

 

9 Mediation 

 

9.1 In certain circumstances the manager may decide that it is appropriate to appoint a 
Mediator to help resolve the grievance or concern.  Mediation is a voluntary process 
where the mediator helps two or more people in dispute to attempt to reach an 
agreement.  The role of the mediator is not to make decisions or judgements in relation 
to the grievance but to facilitate the procedure to enable those involved to reach an 
acceptable outcome.   

 

9.2 Mediation is not necessary or appropriate in all circumstances and should not be used 
as a means of absolving manager for taking responsibility for a grievance.  

 

9.3 In all cases where mediation is considered, this should be discussed with HR before 
instigation.  Any costs incurred through mediation must be covered by the manager’s 
budget. 

 

10 Time Limits 

 

10.1 Time limits for employee action and management response are included within the 
procedure.  These are necessary in order to reinforce the need to deal with 
grievances as quickly as possible so that the employee is able to return to full 
concentration on work duties.  It is noted however that some grievances may take 
longer to be dealt with in sufficient depth and therefore time limits may be extended.  

 



Policy and Procedure on Grievances and Concerns      Shropshire Community Health NHS Trust 

Policy and Procedure on Grievances and Concerns V4    Datix Ref:  1556-29052 October 2022 

 Page 20 of 28  

10.2 In the event of no management response, the employee may proceed to the next 
stage of the procedure.   

 

10.3 In the event of no employee response, the grievance will be deemed to have been 
satisfactorily resolved.  This will be confirmed in writing to the employee. 
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11 Training 

 

11.1 Managers will receive training on how to apply this policy as determined by the training 
needs analysis of the Trust and in line with mandatory training requirements.  Equality 
and Diversity training is provided to all staff which covers the treatment of others in the 
workplace with dignity and respect. 

12 Records 

 

12.1 At all stages, contemporaneous notes detailing the nature of the concern or grievance 
raised will be recorded, and actions taken to try to resolve the concern or grievance 
should be detailed and maintained. These records should be kept on the individual’s 
personal file. 

 

12.2 A record of all formal grievances (stage 2 or 3) will be kept on ESR by HR for the 
purpose of monitoring and recording. 

 

Records must include:  

 

• Details of the meetings (including dates and who was in attendance) 

• The nature of the grievance 

• What was discussed and actions taken 

• The reasons for those actions 

• Any appeal lodged 

• The outcome of the appeal 

• Any subsequent developments  

 

13 Equality and Diversity 

 

13.1 The Equality Act (2010) gives people with protected characteristics rights in 
employment.  The nine protected characteristics are:  age, gender re-assignment, 
marriage and civil partnership, pregnancy and maternity, race, religion and belief, 
gender, sexual orientation and disability.  A disabled person is defined in the Act as 
‘anyone with a physical or mental impairment which has a substantial and long-term 
adverse effect upon his or her ability to carry out normal day to day activities’. 

 

13.2 In relation to grievance procedures this organisation will not discriminate in any area 
of practice which could lead to dismissal or any other detriment (e.g. warnings). 
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14 General 

 

14.1 Whilst the above procedure is being followed there will be no form of disruption, 
sanctions, industrial action or any other actions which will interfere with the smooth 
operation of services.  The management and working arrangements which applied 
to the individual before the changes or treatment which led to the concern or 
grievance being lodged will continue until this procedure has been exhausted or the 
concern or grievance has been resolved, whichever is soonest. 

 

14.2 Should the employee with the concern or grievance be a Senior Manager who 
reports direct to the Chief Executive, the employee will be entitled to refer the 
concern or grievance to the Chair or a Non-Executive Director.   

 

14.3 Should the employee with the concern or grievance be a Chief Executive, they will 
be entitled to refer the grievance to a Non-Executive Director. 

 

14.4 Should the Senior Manager or Chief Executive with a concern or grievance remain 
dissatisfied they can appeal to a panel comprising of the Chair (if appropriate and 
not previously involved) and 2 Non-Executive Directors, not previously involved. The 
decision of the panel will be final and the panel will write to the complainant to 
confirm the outcome of the meeting. 

 

15 Related Documents 

 

The following documents contain information that relates to this policy: 

 

• Disciplinary Policy and Procedure 

• Dignity at Work Policy 

• Whistle blowing Policy and Procedure 

• Policy and Procedure on Managing High Standards of Performance 

• Recognition and Facilities Agreement 

• Equality and Diversity Policies and Procedures 

• ACAS Code of Practice 1 (04/2009)  

• ACAS Guide to Discipline and Grievance at Work (03/2015) 

• Stress and Staff Support Policy 

 

16  Dissemination 

 

This policy will be disseminated initially through a DATIX alert then by being published 
to the Trust website.  Awareness raising by HR and formal staff side representatives, 
and formal training for all managers of staff, by Human Resources. 
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17 Advice  

Advice on this policy should be sought in the first instance from HR. 

 

18 Review and Monitoring 

 

The rules and operation of this policy and procedure will be periodically reviewed (at 
least every 3 years) in light of any developments in employment legislation or 
employee relations’ practice and, if necessary, revised in order to ensure their 
continuing relevance and effectiveness. Any amendments will be introduced only after 
consultation with staff-side representatives. 
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Appendix 1 – Grievance Appeals Procedure 

 

a) Mutual exchange of papers prior to the case will take place by agreement on the 
same date. This should be no less than 10 working days before the hearing unless 
agreed otherwise between the parties. 

b) The Chair will introduce him/herself when the employee and others enter the room 
for the hearing and introduce the individual Panel members.  He/she will explain the 
process. 

c) The Employee or their representative is asked to present the case. 

d) The Employee or their representative may question their own witnesses. 

e) The Management Side Representative may question the employee, their 
representative and Employee's witnesses. 

f) The Panel may then question the Employee, their representative and the 
Employee's witnesses. 

g) The Employee or their representative may re-examine their witnesses on any points 
raised by either the Management Side representative or the Panel. 

h) The Management Side representative then presents its case and may question its 
witnesses. 

i) The Employee or their representative may question the Management Side 
representative and witnesses. 

j) The Panel may then question the Management Side representative and witnesses. 

k) The Management Side representative may re-examine its witnesses on any points 
raised by the Staff side representative and the Panel. 

l) Nothing in the foregoing procedure shall prevent the Chair, Panel Members or HR 
support from inviting the representative of either party to elucidate or amplify any 
statement they may have made or from asking them questions as may be 
necessary. 

m) Management side representative makes a final statement without introducing new 
evidence. 

n) The Employee or their representative makes a final statement without introducing 
new evidence. 

o) The Chair asks the employee and others to withdraw whilst the Panel considers the 
case.   

p) The Panel shall consider their decision in private requesting both sides to reconvene 
if queries arise.  They will aim to reach agreement about the outcome. 

q) When an agreement on the claim has been reached, the Management and Staff 
Side will re-join the Panel to be informed of the outcome of the hearing, which will 
then be communicated in writing to both parties by the Chair of the panel within 5 
working days. 

r) The decision of the panel is binding. 
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Appendix 2 – Procedure for Panel Hearing a Collective Grievance or Concern 

The procedure for hearing of the collective grievance appeal shall be as follows:- 

 

a) Both sides shall present their case in writing to the appeal panel in no less than 10 
working days in advance of the hearing.  The Chair of the appeal panel shall ensure 
the exchange of statements of case to all parties. 

b) The employees or their representatives will present their case.  The employees or 
their representatives will call any witnesses. 

c) Panel members may ask questions of the employees, their representative or any 
witnesses that have been called. 

d) The Management Side Presenting Officer may ask questions of the employees, their 
representatives or any witnesses that have been called. 

e) The Management Side Presenting Officer will present their case including the calling 
of any witnesses. 

f) Panel members may ask any questions of the Management Side Presenting Officer 
or their witnesses. 

g) The employees or their representative may ask questions of the Management Side 
Presenting Officer or any witnesses. 

h) Nothing in the foregoing procedure shall prevent the Chair, Panel Members or HR 
support from inviting the representative of either party to elucidate or amplify any 
statement they may have made or from asking them questions as may be 
necessary. 

i) The Management Side Presenting Officer will make a final statement in summing 
up. 

j) The employees or their representative will make a final statement in summing up. 

k) Both sides will withdraw while the panel makes a decision. 

l) Both sides will be asked to re-join the panel and will be informed of the panel’s 
decision.  The decision will be confirmed in writing within 5 working days of the panel 
hearing where practical. 

m) The decision of the panel will be binding. 
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Appendix 3– Notification of Concern or Grievance 

 

 

Employee name(s)  ________________________________________ 

    
 ________________________________________ 

 

Post(s)  ________________________________________ 

 

Department ________________________________________ 

 

Manager name ________________________________________ 

(i.e. manager receiving the concern/grievance) 

 

I/we have discussed my/our concern or grievance with my/our immediate supervisor/line 
manager named below: 

 

____________________________________________________________ 

 

and I/we remain aggrieved.  In accordance with the Policy and Procedure on Grievances 
and Concerns, I/we now have to formally inform you of the following matter: 

 

(Please give as much information as you can, as this will enable your concern or grievance 
to be settled as quickly as possible.  It would be helpful at this stage to state your preferred 
resolution for example – you should include:  

• the name of the person you are making a complaint against  

• the date and time of any incident 

• the nature of the allegation (for example – bullying and harassment)  

• the names of any witlessness 

• any action already taken to stop the alleged incident  

• any other relevant information  
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(If necessary, please use additional sheets of paper and staple to this form). 

 

Signed ________________________ Date _______________________ 

 

When completed this form should be sent to the Manager. 

 

Date received by Manager  _______________________________ 

 

 

Comments of the Manager or Service Head  

 

 

 

 

 

 

 

 

 

Signed ______________________ Date _____________________ 

 

If the matter is not resolved at stage 2 of the Policy and Procedure on Grievances and 
Concerns, this form, together with the comments of the Manager, should be passed to the 
next level of management as appropriate.  A copy of the form must also be sent to Human 
Resources. 
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Appendix 4 – Flow Chart of Procedure 

 

Stage 1 Informal 
Grievance 

Resolved, documented 
and closed

Not resolved, formal 
grievance received at 

Stage 2

Stage 2

Manager meets with 
employee (with HR & 

representative)

No investigation required

Decision made and 
shared with employee

Appeal at Stage 3

Investigation required

Manager appoints 
Investigating 

Officer/recieves report

Disciplinary action 
required

Disciplinary Hearing -
follow Disciplinary Policy 

(inc appeal)

No Disciplinary action 
required

Manager and HR meet 
with employee and 
'accused' to share 

outcome.  Confirmed in 
wiriting

Appeal at Stage 3


