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GRIEVANCE GUIDANCE NOTES 
GUIDANCE NOTES:

The following guidance notes have been prepared to accompany and support the Grievance Procedure:
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Grievance Procedure – Guidance Note 01

Definition of a grievance 
A grievance is a complaint which is:

· formal
· in writing

· about a work-related matter
The grievance policy is principally designed to manage formal complaints.  However, as the Trust recognises the importance of dealing effectively with all staff concerns and to trying to resolve informal issues before they become too formal, this process may also be appropriate for managing informal complaints.  

Staff should be aware that the grievance procedure is designed to cover complaints about actions taken by colleagues or managers principally relating to conduct or behaviour.  Performance and capability issues are not normally covered by this process and if members of staff have concerns relating to their colleagues’ performance, they should raise these with their line manager who should take appropriate action to support their staff.  Professional staff should also be aware of the guidance set out in the appropriate code of conduct.
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Grievance Procedure – Guidance Note 02
Principles of the grievance procedure

The Trust’s approach to grievances is guided by the following principles:

· all employees have the right to be treated with courtesy, dignity, fairness and respect at all times.  

· all staff have a duty to behave in an appropriate manner and do their job properly and safely.
· an employee who raises a grievance will be offered the opportunity to discuss their complaint and their views will be sought on how they would like the matter to be taken forward.  They will be kept informed of the progress of the grievance.

· an employee who has a complaint made about them will be advised of the nature of the complaint and will be given the opportunity to respond.  They will be kept informed of the progress of the grievance.
· employees have the right to be accompanied by a trade union representative, a work colleague, or friend (not acting in a professional capacity) at all formal stages of the Grievance Procedure and at investigatory interviews.

· decision makers will ensure that decisions are taken objectively, are non-discriminatory and pay due regard to the evidence available and the circumstances of the case.
· matters will be dealt with promptly, but with sufficient thoroughness. 

· the complainant will be given an explanation of and have the right to appeal against the decision made on their grievance. 

· the outcomes of grievances will be actively managed to assist all concerned to move forward positively.
Back to top
Grievance Procedure – Guidance Note 03
Informal steps 
Facilitated Sessions
There are a number of steps which may be more effective in resolving a problem and less stressful than following the formal grievance process.
The first of these is a facilitated session, where the parties involved in a grievance have the opportunity to meet to discuss the issues.  The session should be facilitated by an outside party such as a member of HR staff, who will be able to act as a neutral facilitator to move discussions forward and assist parties to reach an agreed outcome.  
It is not usual practice for participants in a facilitated session to be accompanied, as involving third parties can restrict open and direct discussion from taking place between the main people involved in the issue.  The facilitator will ensure that ground rules are established for the session, that all parties follow these rules and that both parties are given the opportunity to participate fully.  
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Asking an appropriate manager to speak to the alleged bully informally

A member of staff may feel unhappy about an issue but not feel confident enough to approach the person directly.  If this is the case, they may seek support from an appropriate manager, who may speak to the subject of the complaint informally.  If this occurs, advice should be sought from Human Resources on how best to proceed.
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Writing to the person to detail the unwanted behaviour and asking them to stop

If a member of staff does not feel confident enough to approach the person with whom they have an issue directly, then they may find it easier to explain their feelings in writing.  Great care should be taken when following this approach, as the individual in question may react badly to receiving a letter which could be perceived as critical and this may damage working relationships.  Before following this route, staff are advised to seek advice from their trade union representative, line manager or from Human Resources on how best to proceed.  When writing a letter of this nature, staff should ensure that they:
· avoid critical or emotional language

· keep the letter as factual as possible giving examples where possible
· explain how the other person’s actions made them feel

· explain how they would like to resolve the matter
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Grievance Procedure – Guidance Note 04
Bullying, Harassment, Discrimination and Victimisation

Everyone should be treated with dignity and respect at work. Bullying, harassment, discrimination or victimisation of any kind will not be tolerated in the Trust. The following definitions and examples explain what is meant by Harassment, Bullying, Discrimination and Victimisation.
Bullying 

This may be defined as offensive, intimidating, malicious or insulting behaviour; an abuse or misuse of power through means which have the effect of undermining, humiliating, belittling or injuring the recipient.  Bullying often leaves the individual feeling hurt, upset, vulnerable or helpless.  

Bullying or harassment may be by an individual against an individual or involve groups of people. It may be obvious or it may be more subtle. It is unwarranted and unwelcome to the individual.

Examples of bullying/harassing behaviour include:

· spreading malicious rumours, or insulting someone by word or behaviour (particularly but not exclusively on the grounds of age, race, sex, disability, sexual orientation and religion or belief)

· ridiculing or demeaning someone 

· overbearing supervision or other misuse of power or position

· unwelcome sexual advances - touching, standing too close, the display of offensive materials

· making threats or comments about job security without foundation

· deliberately undermining a competent worker by overloading and constant criticism

· preventing individuals progressing by intentionally blocking promotion or training opportunities

· undervaluing a colleague's contribution, such as ignoring a colleague's opinion;

· persistent negative attacks on a colleague's personal or professional performance;

· persistently setting objectives with impossible deadlines or setting unachievable tasks;

· removing and replacing areas of responsibility with tasks of a lower status or menial or trivial tasks;

· withholding information with the intent of deliberately affecting a colleague's performance;

· spreading malicious rumours, making malicious allegations, including unwarranted allegations of harassment, made with malicious intent or in bad faith;

· excluding and isolating others by talking solely to third parties
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Harassment

This is unwanted conduct and behaviour affecting the dignity of an individual in the workplace, which the receiver perceives to be:

· offensive or hostile, causing discomfort, distress or exclusion

· unwanted and unreasonable, constituting an infringement of the rights of the employee

It does not simply depend on the intention of the offender, but rather the impact of that behaviour on others.  What one individual may be able to accept may nevertheless cause distress to another.  What is important therefore is that the actions or comments are viewed as demeaning and unacceptable to the recipient.
 
Harassment may be related to age, sex, race, disability, religion, nationality or any personal characteristic of the individual, and may be persistent or an isolated incident. 
Examples of harassment include:

· physical harassment ranging from touching to serious assault;

· verbal and written harassment e.g. jokes;

· offensive remarks, gossip or slander;

· visual e.g. display of offensive posters, obscene gestures

Bullying and harassment are not necessarily face to face. They may also occur in written communications, by email and on the telephone.
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Discrimination 
Discrimination is the less favourable treatment of an individual or group of people because of their sex, marital status, sexual orientation, race, religion, belief, age or disability.  
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Victimisation

This occurs where a person is treated less favourably than other people because, for example, that person has brought proceedings, given evidence, or made a complaint.  
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Grievance Procedure – Guidance Note 05
Standards of Behaviour
The Trust expects its staff to be treated with courtesy, dignity, fairness and respect at all times.  Allegations of harassment, discrimination and bullying will be taken seriously and staff will be protected against victimisation for making or being involved in a complaint. 

The hospital is committed to protecting its staff from harassment. All forms of harassment are unacceptable and any incidents of harassment will not be tolerated.  It is against the Trust’s Policy for Equality of Opportunities in Employment for any employee to harass, discriminate against or bully another employee because of their sex, sexual orientation, race, colour, nationality, ethnic group, religion, belief, marital status, age or disability.

All staff have the right to:

· be treated equally;

· not to be harassed, bullied, discriminated against or victimised;

· be treated as individuals who have values, skills, beliefs and experiences;

· be treated with respect by colleagues;

· have their achievements and contributions acknowledged;

· be listened to without fear of ridicule or reprisal;

· expect the support of their colleagues;

· be involved in the decision making processes of their department;

· be consulted about changes that affect them;

· have the opportunity for personal as well as professional development.

All staff are expected to treat others with:

· openness

· respect

· fairness

· honesty

· sensitivity

· courtesy

· equity

Staff must not behave in a way that could be offensive to others or allow others to act in such a way. All staff are expected to ensure high standards of conduct both by themselves and by others.
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Grievance Procedure – Guidance Note 06

Sources of Support
Going through a formal grievance process can be stressful for both the complainant and the subject of the grievance.  There are a variety of sources of support available to Trust staff, including:
Information

The relevant procedures are available on StaffNet or on request from the Trust and will give the employee an idea of what to expect.
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Progress Updates

Both complainants and employees who are the subject of a grievance will receive regular information about the progress of the grievance.
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Occupational Health

Occupational Health provides a confidential counselling service for those members of staff who have a problem that is affecting their work and personal life. In certain circumstances where more specialised counselling is required, they will recommend an agency for the employee to contact direct.  Staff may either be referred to Occupational Health by their manager (with consent) or may refer themselves confidentially.  Further information is available on Staffnet or staff can contact Occupational Health by telephone through the hospital switchboard.
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Dovedale Counselling Service
Members of staff can also ring the Dovedale Counselling Service on FREEPHONE 0800 214307. Dovedale is a national provider of counselling services for healthcare employees and their freephone number is available 24 hours a day.
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Staff Representatives
The Trust recognises a number of trades unions and professional bodies, who can be valuable sources of advice and support.  Staff are advised to contact either their Trade Union Steward, whose contact details should be on the Staffside notice boards around the Trust, the Staffside Office, or the Head Office of their Union, who will be able to put them in touch with an appropriate local representative. 
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Security Team
The security team work with the NHS Security Management Service (NHS SMS) to protect NHS staff and patients.  If your grievance relates to assault or verbal abuse from another member of staff or if you feel concerned for your personal safety, you can contact the security team who are based on the main hospital site 24 hours per day 7 days a week or contact the security management team who will be able to advise and support you in any way deemed necessary. 
The team can be contacted as follows:

Head of Security - extension 5413

Security & Car Park Manager - extension 5414

Security on bleep 2405 

In an emergency contact ext 3333.
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Victim Support
In rare cases e.g. if an assault has occurred, a grievance may overlap with a police investigation.  Where members of staff are the victims of a crime, they have the option of contacting Victim Support, which is an independent charity which helps people to cope with the effects of crime.  They provide free and confidential support and information to help victims of crime to deal with their experience.  

Victim support has a website http://www.victimsupport.org.uk/ and a national telephone supportline - 0845 30 30 900.
The contact details for the local Essex office are:

Victim Support Essex
Suite 4
The Chequers
High Street
Ingatestone
Essex
CM4 0DG

Tel: 0845 456 5995
Fax: 0845 456 4454
Email: essex@victimsupport.org.uk 
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Grievance Procedure – Guidance Note 07
Suspension and temporary redeployment

When a serious complaint is made about a member of staff e.g. in cases of bullying or harassment, the manager should consider whether it is appropriate to:
· allow the employee to continue working as normal;

· send the employee home for a cooling off period 
· suspend part of the employee’s normal duties or temporarily relocate the employee to other work or another location; or

· suspend the employee from work on full pay.  Precautionary suspensions should only be made in cases where serious misconduct is being investigated, or where the grievance or investigatory process might be prejudiced by the employee remaining in the workplace.
For further information on cooling off periods, on whether suspension should be implemented and the process for doing so, please refer to Guidance Note 05 to the Disciplinary Procedure (PP-6)
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Grievance Procedure – Guidance Note 08

Investigations and reports

Not all grievances will require an investigation to take place, as in many cases it will be possible for the manager to ascertain the facts reasonable quickly.  However, when an investigation is required, the Investigating Officer should be appointed from a pool of managers who have received appropriate training and are internally accredited by the Trust as competent to carry out an investigation.  
The same general principles apply to both investigations carried out under the Grievance Procedure and the Disciplinary Procedure.  Further guidance is available on formal investigations in guidance note 06 to the Disciplinary Procedure, PP-6.  

The Investigating Officer will prepare a report using the Trust’s standard template for grievance reports (Appendix 1 to this guidance note), which should contain all the relevant information, including a chronology of events, records of interviews, signed witness statements and any other documentary evidence.  

The Investigating Officer will provide the manager with a copy of their report and the manager will then make their decision on the grievance in line with the process set out in the Grievance Procedure.  
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Appendix 1 to Guidance Note 08
Standard template for grievance investigation reports

Date of Report:

Investigating Officer: [insert name and job title of investigating officer] 

Investigation commissioned by: [insert name and job title of the person who requested the report]

Grievance raised by: [insert name and job title of the complainant]

Subject of the grievance: [if relevant, insert the name of the person against whom the complaint has been made]

Nature of Grievance: [Give an overview of the grievance raised]
Contents

	Paragraph number

	Paragraph contents
	Page Number

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Appendices

	Appendix Number


	Details

	
	

	
	

	
	

	
	


REPORT

1.0 Introduction
Briefly explanation of how the grievance arose, who commissioned the investigation and when etc 

1.1 Summary of the investigation
In chronological order explain the process undertaken to carry out the investigation

1.2
Process for Interviews

1.2.1
The following were confirmed at each interview:

(a) Purpose of the Meeting Interview
to investigate…………………….

(b) The Role of the Investigating Officer
i.e. to gather facts, not to make judgements or to form any opinions.
(c) The Nature of the Grievance 
i.e. …………………………………

(d) Confidentiality
i.e. the investigation is confidential and that a breach of confidentiality could result in disciplinary action.

(e) Process of the Investigation

Outline the process as you explained it to the interviewees.  This summary should include the following:

(i) the interview would be undertaken
(ii) a record of the meeting would be typed up and sent to the interviewee for any corrections of factual inaccuracies and/or amendments and they would be asked to sign and return it (either with or without amendments) within X days.
(iii) when all necessary interviews had been undertaken, a final summary report would be written
(iv) in the event of a grievance and/or disciplinary hearing, the statement would be likely to form part of the documentation and that the witnesses may be required to attend for part of the hearing in order to answer questions relating to their statement And in respect of the complainant and the subject of the grievance only:
(v) they would be regularly updated on a regular basis about the progress of the investigation, should it take longer than two weeks.

2.0 Investigation of the facts

2.1 Staff Interviewed

The following staff were interviewed.  Final versions of statements can be found under corresponding appendices.

	Appendix
	Name of Staff Member          
	Job Title
	Date of 
Interview     

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


2.2 Technical terms and abbreviations
List and explain any technical terms and abbreviations that have been used in the report

3.0
 The Findings

3.1 This needs to:
· be in chronological order

· have numbered paragraphs

· present only facts, not opinions 
· refer to any appendices that have been used

· be written clearly and concisely in full sentences

· have margins wide enough for written comments
3.2 Mitigating circumstances


List any mitigation or specific circumstances that pertain to the case
4.0 
Conclusions


Do not make recommendations here; it is for the decision maker to decide on outcomes.  Simply list the conclusions which can be drawn from the evidence.  
Signature 
………………………………………………

Date


………………………………………………
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Grievance Procedure – Guidance Note 09

Sharing of information, Anonymity and Confidentiality
When a member of staff raises a grievance, it is common for them to feel worried about their grievance being shared with the person who is the subject of their complaint.  Likewise, witnesses often have concerns about their statements being circulated.  However, in order to address a complaint, the Trust has an obligation to share information relating to the grievance with the person who is being complained about.  This is to enable the subject of the grievance to respond fully to the allegations against them.

In very rare cases, for example where it is likely that someone raising a complaint is at serious risk of further victimisation, bullying or harassment, the Trust will keep the identity of the complainant anonymous.  

It will therefore be normal practice for the substance of a grievance (including the identity of the complainant) to be outlined to the subject of the grievance during the course of an investigation, to enable the subject of the grievance to respond to the allegations.  
If a grievance results in formal disciplinary action being taken against the person who is being complained about, as part of the disciplinary process the subject of the grievance will have the right to be given a copy of all information which will be considered as part of the disciplinary case.  This includes copies of meeting records, witness statements, letters, e-mails and any other relevant evidence gathered.  Members of staff who raise grievances and witnesses who submit statements or who are interviewed as part of a grievance investigation are therefore advised that it is likely that their complaint letter, statement and/or meeting record will be shared with the subject of the grievance.  
All staff are protected from victimisation and harassment and if they have any concerns about participating in the grievance process, they should seek advice from their Staffside representative, line manager or from Human Resources.  However, it should also be borne in mind that it is reasonable to expect members of staff to participate in grievance and/or disciplinary proceedings by answering reasonable questions and providing any information they have.  If staff do not participate in the process, it may prevent the Trust from reaching a fair outcome.  
Confidentiality is an important part of the grievance process, and information must not be shared more widely than is necessary by any party involved in the grievance.  Participants in a grievance, whether the complainant, subject, witness or manager must maintain the confidentiality of the process and must not discuss the case with any third party who has no legitimate reason to be made aware of the details.  Failure to maintain the required level of confidentiality may result in formal disciplinary action.  
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Grievance Procedure – Guidance Note 10

Right to be accompanied

At all formal stages of the grievance process, employees who have raised a grievance or who are the subject of a grievance have the right to be accompanied by an accredited official of a trade union, work colleague or friend and should be so advised. Formal stages of the grievance process are grievance and appeal hearings. 

Employees may also be accompanied at investigation interviews where this does not unreasonably delay proceedings. 

At formal stages of the process the representative/companion of the employee may present the employee’s case and ask questions on behalf of the employee, but must not answer questions on behalf of the employee. 
The Trust will make all reasonable efforts to release representatives and work colleagues to enable them to attend meetings and/or hearings but securing a trade union representative, work colleague or friend and informing them of the time and place of the meeting and/or hearing remains the responsibility of the employee.

Friends should not act in a professional legal capacity.
The employee is entitled to reasonable time off work to consult their trade union representative,  work colleague or friend about the grievance hearing/appeal, but must obtain prior permission from his/her line manager.
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Grievance Procedure – Guidance Note 11

Collective Grievances

Where a similar grievance affects more than one member of staff, it may be regarded as a collective grievance.  In these circumstances, all grievances of the same nature will be considered jointly and the outcome will normally apply to all members of staff affected.  

All staff affected will be given the right to appeal against the outcome and appeals will again be considered jointly unless there are significantly differing circumstances.  
Once a decision has been made on a specific issue, an individual grievance cannot subsequently start again as a collective grievance or vice versa.  
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Grievance Procedure – Guidance Note 12

Former employees who wish to raise a grievance
In general, the standard grievance procedure (as outlined in Section 1.3) will apply even when an employee has left the Trust, providing they have submitted their grievance before their last day of service.  

However, in line with employment legislation and best practice, a modified procedure should normally be applied, if:
· the Trust was not made aware of the grievance before the employment ended
· the employer was aware of the grievance, but the Grievance

Procedure had not been started or completed by the time the employment ended

· it is not reasonably practicable for one or other party to carry out the standard procedure (e.g. if one of them has left the country for an extended period).

The modified procedure consists of two stages as follows:

1. the employee sends written confirmation to their former line manager that they wish to pursue the grievance
2. the Trust responds within 28 days of receipt of the confirmation letter giving responses to the points raised.
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Grievance Procedure – Guidance Note 13

Reaching and communicating a decision

It is often the case that a decision maker is presented with conflicting information or one person’s word against another, and it is not always possible to gather concrete “evidence” during the investigation of a grievance.

However, it is important for a decision maker to come to a decision as to whether to uphold a grievance or not, rather than being unable to come to any conclusion.  

A decision does not have to be reached “beyond all reasonable doubt” as in a court of law, but “on the balance of probability”, taking into account all of the evidence and information available.  The decision should be made on the basis of the information put forward during the investigation.  
If the manager believes that he/she has not received sufficient information to enable him/her to reach a decision or if further information comes to light following completion of the investigating officer’s report, they may ask the investigating officer to undertake further investigation.  

In reaching a decision, the Manager must act with objectivity and fairness.  The following questions should be considered by the Manager when reaching a decision:

· has there been as much investigation as is reasonable in the circumstances?

· has the grievance procedure been properly complied with?

· have I paid sufficient regard to the evidence, the policies and procedures in place at the time of the alleged incident/action and the explanations put forward by the complainant, subject and any witnesses?

Whatever the circumstances of the grievance, it is important to communicate the decision and any outcomes or actions promptly to the relevant parties.  The outcome must be communicated using the standard template letter and must include a summary of the review undertaken (or a copy of the investigation report), the reasons for the decision and outline any actions to be taken, with appropriate timescales.  
The letter must also explain the employee’s right to appeal against the outcome and identify an appropriate manager to hear the appeal.  Generally, appeals will be heard by the manager next in seniority to the Manager that made the original decision.  The manager must send a copy of this letter to their HR Relationship Manager.
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Process at a grievance appeal meeting
At a grievance appeal meeting, the attendance of the following parties is essential:

· the manager hearing the appeal

· the employee who has lodged the appeal

If the employee does not wish to attend the meeting or is unable to do so, they may send a representative to attend the appeal in their place or may make a written submission up to two days before the date of the meeting.  
If neither the employee nor a representative is able to attend the appeal and no written submissions are made, it is good practice to offer an alternative date.  The employee’s participation in the appeal process is important in ensuring that the process is valid.  As a result, unless there are significant mitigating circumstances, if nobody attends the reconvened meeting on behalf of the employee and no written submission is received, the appeal will not be heard and the grievance will be considered closed.  
It is not essential for the manager who made the original decision to attend in every case, as they will have submitted a statement of case outlining the rationale for their decision.  However, if the employee who raised the grievance wishes to put questions to the manager who made the original decision, the manager should attend.  This should be agreed well in advance of the meeting between the manager hearing the appeal and the employee lodging the appeal.
The manager hearing the appeal may wish to seek advice or guidance from Human Resources on correct procedure, consistency or other policy matters, either prior to the appeal meeting or during the meeting.  If the manager wishes to have a Human Resources representative present at the appeal meeting they should contact the HR Operations Team Administrator on extension 8019 to arrange this at least 7 calendar days in advance of the hearing.  

The format of a grievance appeal meeting will normally be as follows

· an introduction of those present and their roles.

· confirmation of the employee’s right to be represented/accompanied.

· the employee and/or representative will outline the grounds of the appeal referring to documents as appropriate.

· response of the manager who took the original grievance decision referring to documents as appropriate.

· questioning of both the employee and the original decision maker by the manager hearing the appeal and discussion of the points raised by both parties.
· both sides then have an opportunity to sum up their case, with the employee having the last word.

· adjournment for a decision.

If possible the manager hearing the appeal should reconvene the meeting and communicate the decision to both parties verbally on the same day, following this up in writing.  However, if this is not possible they may communicate the outcome in writing within 7 calendar days of the meeting.  
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Manager’s statement of case for an appeal

This document should be a concise summary of the process undertaken when evaluating the grievance and the reasons for the decision reached.  The manager who made the decision should attach any relevant documents to the statement of case.

The statement of case will be different in each instance, depending on the circumstances of the grievance; however as a general rule it should cover:

· the specifics of the grievance raised
· any relevant background circumstances

· the process undertaken by the manager in looking into the grievance

· the facts established through this process

· the decision made

· the reasons for the decision

The statement of case should be shared with the employee in advance of the appeal meeting and it is the responsibility of the manager hearing the appeal to arrange this.   As a result, it is important for the manager who made the original decision to provide the manager hearing the appeal with their statement of case as soon as possible.  
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Managing staff following a grievance

The Trust wishes to foster an environment where staff feel able to raise genuine concerns without fear of suffering negative outcomes.  To support this, it is extremely important for managers to monitor the working environment during a grievance and to manage the outcomes of the grievance process, supporting all staff affected.  
It is often the case that members of staff who have raised a grievance against a colleague will be need to continue working with them during and after the grievance process and this can lead to tensions, problems with team dynamics and anxiety for all parties involved.
Managers should be aware of any issues which arise during the grievance process and should take positive steps to try and reduce anxiety and tension among staff affected.  Advice and support are available from the Human Resources Department and interventions such as facilitated sessions may be helpful when trying to move teams forward after the grievance process has concluded.  Managers may also wish to refer to the section in the grievance policy on employee responsibilities and ensure that these ground rules are applied.  
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Template Letters

Template Letter 1 – Invitation to a Grievance Meeting

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]
RE: Grievance

I write further to your letter to [name of individual or department] in which you raise a grievance about [insert details].

In accordance with our grievance policy (PP7), a copy of which is enclosed, I write to invite you to a meeting.  I have convened this for [date] at [time], in [venue].  *[Name], HR Representative will also be in attendance at the meeting.

The meeting will provide you with an opportunity to explain your complaint in detail and for us to agree how the matter will be resolved.

You have the right to be accompanied at this meeting by a Trade Union Representative, colleague or friend (not acting in a professional legal capacity).  

Yours sincerely,

[Name]

[Job title]

* delete as applicable
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Template Letter 2 – Confirmation of Outcome of Grievance Meeting

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]
RE: Grievance Meeting Outcome

I write further to the grievance meeting that you attended on [date] *when you were accompanied by [name]/*when you declined your right to be accompanied.  

I chaired the meeting under our grievance policy, (PP7) and * [name], HR Representative was also in attendance.

As you are aware, the meeting was arranged following your letter of [date] in which you raise a complaint relating to ………. [insert details]
At the meeting you explained…….[insert details]
I explained……..[insert details]
We agreed that we would do the following to resolve your grievance ……[insert details e.g. if an investigation has been commissioned, a facilitated session set up or a resolution found]
*I do hope that you feel you had a full and thorough opportunity to fully state your grievance and that you feel assured positive steps are being put in place to move things forward./*I regret to inform you that on the basis of the above, on this occasion I am unable to uphold your grievance.

Should you wish to appeal against my decision, then you may do so within 14 days of receiving this letter to [name], [job title], [address].

Yours sincerely,

[Name]

[Job title]
* delete as applicable
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Template Letter 3 – Letter to the Subject of a Grievance informing them of the details

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]
RE: Details of a Grievance which has been raised against you

I am writing to confirm the outcome of our meeting of [date].  

The purpose of the meeting was to advise you that a grievance has been raised against you. 

Specifically, but not exclusively, this relates to:

[insert allegation(s)]

A decision has been made to: [insert details]
For facilitated sessions: hold a facilitated session between yourself and [name] who has raised the grievance.  It is not usual practice for participants in a facilitated session to be accompanied, as involving third parties can restrict open and direct discussion of the issue.  The facilitator will ensure that ground rules are established for the session, that all parties follow these rules and that both parties are given the opportunity to participate fully. 

This meeting will be held on [date], at [time], in [location]. 






OR

For a formal investigation:  commission a formal investigation into the grievance(s) outlined above. In order for *this allegation/*these allegations to be fully investigated, and for you to have an opportunity to respond, I have asked [Name], [Job Title], to investigate this matter. [Name] will contact you directly to arrange an investigatory meeting under The Trust’s Grievance Policy and Procedure (PP-29), a copy of which is enclosed.  You have the right to be accompanied at this and any subsequent meetings by a colleague, trade union representative or friend acting in a non-professional capacity. 

Following completion of the investigation a decision will be made about whether or not to uphold the grievance.  You should be aware that if the grievance is upheld, this may result in disciplinary action being taken.  

Please keep this matter strictly confidential and only discuss it with your manager, *chosen representative, *the Investigating Officer or myself. Please be aware that any breach of this confidentially could lead to disciplinary action.

If you require further clarification please do not hesitate to contact me on [number]. 

Yours sincerely

[Name]

[Job title]
* delete as applicable 
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Template Letter 4: Appointment of an Investigating Officer
Private and Confidential

[Name]

[Address]

[Date]

Dear [name]

RE: Grievance Investigation – [name of staff member who raised the grievance]
I write formally to ask if you would act as Investigating Officer for the grievance raised by the above named member of staff. The investigation will need to be carried out in accordance with the Trust’s Grievance Policy and Procedure (PP-29), a copy of which is enclosed. 

The allegation is that [insert details of allegation].
[Name of complainant] *and [name of the subject of the grievance] *has/*have been informed that a disciplinary investigation is to take place and that you have been appointed as the Investigating Officer. *The subject of the grievance has currently been suspended from duties and may be contacted at their home address [insert details]. 
I enclose the following for your reference

· List documents/background information enclosed

As outlined in the grievance procedure, it is hoped that the majority of investigations will be completed within three weeks.  I would be grateful if you could keep me informed on a regular basis of the progress of the investigation and let me know if it is likely to take any longer than three weeks so that I may update the parties involved.

If I can be of any assistance, please contact me on [number].

Yours sincerely

[Name]

[Job title]

delete as applicable
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Template letter 5 – Invitation to Attend Grievance Investigation Interview

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]

RE: Grievance Investigation Interview

I have been asked to conduct the investigation into *a/*your grievance relating to:

· [Insert details]

· [Insert details]

The investigation will be carried out in accordance with the Trust’s Grievance Procedure (PP-29). I enclose a copy of the Policy. Should you require another copy it is available on the HR section of STAFFnet (HR Support/HR Policies - then select ‘G’ on the A to Z list). Alternatively, please contact me and I will provide you with one.

I would like to meet with you on [date] at [time] in [venue]. The purpose of the meeting is for me to interview you regarding the allegations in order to obtain the relevant facts and background information.  I should stress that my investigation is to establish the facts and my role is not to make any decisions regarding the outcome of the grievance. 

You have the right to be accompanied by a Trade Union Representative, colleague or friend (not acting in a professional legal capacity).

It is essential that you keep this matter strictly confidential and only discuss it with your manager, *chosen representative, or myself. Please be aware that any breach of this confidentially could lead to disciplinary action.

 

If you require any further clarification please do not hesitate to contact me on [number].

Yours sincerely,

[Name]

[Job title]
* delete as applicable
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Template letter 6 – Covering letter to accompany investigation meeting records.

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]
RE: Investigation meeting record

Thank you for attending the investigation meeting on [date].  Please find enclosed two copies of the summary of the meeting.  One is for your own records and the other is for you to read carefully to ensure it is an accurate reflection of what was said.  It is not intended to be a verbatim account but a summary of the main points.

If you are happy with the record, please sign and date one copy and return it to me as soon as possible, and no later than [date – 7 calendar days from date of letter].  If you disagree with its contents, you should return the document with your comments attached and signed, within the same time limit.  

If you do not return the record within the timescale given, you will be deemed to have accepted the original document and I will proceed on that basis.

If you require further clarification please do not hesitate to contact me on [number].

Yours sincerely,

[Name]

[Job title]

* delete as applicable
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Template letter 7 – Update from Investigating Officer to complainant and/or subject of grievance on progress of investigation

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]
RE: Grievance Investigation Update

I am writing to provide you with an update on the progress of my Investigation into the grievance raised by [name] regarding [insert details].  
I would like to take this opportunity to apologise for the fact that that the investigation into the *grievance you raised/the grievance raised against you has taken longer than the usual 3 week timescale. The reasons for this delay are [insert details e.g. annual leave, sickness, number of people to interview, unavailability of union representatives etc]
I am currently [insert the stage you are at with your investigation] and hope to complete this no later than [insert date].  If there is any further delay, I will contact you again to update you on the situation.  

Once I have completed my report and submitted it to [Name], they will contact you to inform you of the outcome. 

If you require further clarification please contact me on [number].

Yours sincerely,

[Name]

[Job title]

Cc: [name of manager who commissioned the investigation]
* delete as applicable
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Template Letter 8 – Confirmation to complainant of grievance decision

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]

RE: Confirmation of decision

I write to inform you of the decision that has been made following the grievance you raised regarding [insert details]. 

In order to explore the issues you raised, the following actions were taken to gather the information required to reach a decision:

*[Insert details of the management review undertaken]

OR

*A formal investigation was conducted by [name] into your grievance and a copy of their report is enclosed.

My decision following this review is that your grievance *is upheld/*is not upheld/*is partially upheld as follows….[insert details]
As a result of my decision, the following action*(s) *has been/*have been/*will be taken………[insert details of actions and their timescales]
You have the right to appeal against this decision and if you wish to do so then you must state the reasons in writing to [name], [title], [address] within 14 days of receipt of this letter.

Yours sincerely 

[Name]

[Job title]

* delete as applicable
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Template Letter 9 – Confirmation to subject of grievance decision

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]

RE: Confirmation of decision

I write to inform you of the decision that has been made following the grievance raised by [name] regarding [insert details]. 

In order to explore the issues raised, the following actions were taken to gather the information required to reach a decision:

*[Insert details of the management review undertaken]
OR

*A formal investigation was conducted by [name] into your grievance and a copy of their report is enclosed.

My decision following this review is that [name]’s grievance *is upheld/*is not upheld/*is partially upheld as follows…. [insert details]
As a result of my decision, the following action*(s) *has been/*have been/*will be taken………[insert details of actions and their timescales to include whether disciplinary action will follow]
Yours sincerely 

[Name]

[Job title]

* delete as applicable
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Template Letter 10 – Invitation to complainant to attend an appeal meeting

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]

RE: Appeal Meeting

I write further to your letter dated [date] confirming that you wish to appeal against the decision taken by [name] regarding to your grievance. The decision was to [insert details]. 

An appeal meeting has been arranged for [date] at [time] in [venue].

Your appeal will be heard by [name], [title] *and [name], HR Representative will also be in attendance. 

You have the right to be accompanied by a Trade Union Representative, colleague or friend (not acting in a professional legal capacity).

This meeting will be held in accordance with the Trust’s Grievance Policy and Procedure (PP-29), a copy of which is enclosed.

If you would like to put forward any evidence for consideration at the Appeal meeting please ensure that you submit this to [name], [address] by [date at least 5 days before the meeting].

The decision of this appeal hearing is final and there is no further right of appeal.  

Yours sincerely,

[Name]

[Job title]

* Delete as appropriate
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Template Letter 11 – Letter from the manager hearing the appeal to the original decision maker requesting their statement of case

Private and Confidential

[Name]

[Address]

[Date]

Dear [name]
RE: Grievance documentation

I have received an appeal from [name] against the decision you made in relation to their grievance made regarding [insert details].

An appeal meeting has been scheduled for [date].  In accordance with the Grievance Procedure, I should be grateful if you would provide me with copies of all the paperwork that was used in the original decision making process, together with a statement of case outlining the reasons for your decision by [date]. 

If you have any queries, please contact me on [number].

Yours sincerely

[Name]

[Job title]

* Delete as appropriate
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Template Letter 12 – Confirmation of appeal outcome

Private and Confidential

[Name]

[Address]

[Date]

Dear [Name],

RE: Grievance Appeal Outcome

Further to the appeal meeting that you attended on [date], I write to confirm the outcome.

The hearing was held in accordance with the Trust’s Grievance Policy and Procedure (PP-29), a copy of which was attached to the letter sent to you on [date].  

In attendance *were/*was [name], [job title]. *You were accompanied by [Name]/*You declined the opportunity to be accompanied. 

The meeting was convened in order to consider the outcome of a grievance *review/*investigation of [insert details].

Having heard your appeal and having considered the evidence, it is my decision that [insert decision, details of any action and timescales.  Give reasonably full details of your decision and the reasons behind it]. 

I should advise you that this decision is final and that you have now exercised your right of appeal under the Trust’s Grievance Procedure.

Yours Sincerely

[Name]

[Job title]

* Delete as appropriate
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Grievance Procedure – Guidance Note 18

Keeping Records and Monitoring Grievances
Managers are expected to keep comprehensive records of grievances raised by staff under their management and to ensure that a good audit trail is available to demonstrate how they have managed the grievance.
The Human Resources Department will monitor the number and progress of cases, trends and compliance with the Trust’s Equal Opportunities in Employment Policy. Monitoring information will be included in the HR quarterly board report.

Managers who receive a grievance, whether informal or formal, must contact the HR Operations Department and provide them with the following information:

Complainant’s name

Complainant’s Job title

Department
HR point of contact (if applicable)

The date the grievance was raised

The name of the subject if the grievance (if relevant)

Details of the grievance

Whether an investigation has been commissioned

The name of the investigating officer 

Start date of the investigation

End date of the investigation

Date of grievance meeting

Outcome

Whether the employee appealed against the outcome

Date the employee appealed against the outcome

Manager appointed to hear the appeal

Date of appeal hearing

Outcome of appeal hearing
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Grievance Procedure – Guidance Note 19
Frequently Asked Questions
Q:  A member of my staff has sent me a written complaint about a minor issue relating to one of their colleagues.  I am not sure that the formal grievance process is the most effective way of resolving this problem – are there any alternatives open to me?

A:  When a manager receives a written complaint from a member of staff, the relevant employment law means that they have to meet with that individual to explore their grievance.  However, the outcome of this meeting does not have to be a formal investigation.  You should discuss with the member of staff how they would like to resolve the matter and what they are looking for in terms of outcome.  It may be that you can resolve the matter informally through another route.  
Q:  What happens if person A raises a grievance against person B and then person B raises a counter grievance against person A?

A:  If two people raise grievances against each other, they will normally be investigated jointly by the same manager or investigating officer.  However, raising a counter grievance is usually an unproductive step.  It is important to make it clear to person B that if he/she is the subject of a grievance, they do not need to raise a counter grievance in order to put their side of events forward – they will be given plenty of opportunity to put their point of view forward as part of the grievance process.  However they do have the right to raise a grievance if they wish.  
Q:  What should happen if a member of staff raises a grievance during the course of a disciplinary?

A: If the grievance is related to the disciplinary case e.g. the employee alleges harassment or victimisation by the manager who instigated the disciplinary proceedings, the Trust will need to consider suspending the disciplinary procedure for a short period while the grievance is dealt with. Depending on the nature of the grievance, we may need to consider bringing in another

Manager to deal with the disciplinary process.  Seek further advice from Human Resources if this occurs.  
Q:  What should I do if I experience unwanted behaviour by a colleague which occurs outside the workplace?
A:  It is sometimes difficult for the Trust to deal with issues which occur only outside the workplace, as staff have the right to a private life outside of work.  However, the Trust does have a duty of care towards its staff and will take appropriate action if any member of staff is at risk.  Where a member of staff’s conduct has an impact on their employment, the Trust will investigate any matters raised under the grievance procedure.  If your colleague’s conduct may be of a criminal nature you should consider involving the police.  If you have any concerns about your security and safety, the Trust Security Team can provide advice and support.  Please see Guidance Note 06 for information on sources of support.
Further Frequently Asked Questions will be added to this resource as they arise.  If you have any questions which are not covered in the grievance policy, procedure document or in the guidance notes, please contact the HR representative for your area.  
Back to top
PAGE  
1

