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Grievance Policy and Procedure

Guiding principles of our workforce policies
We are committed to improving staff experience and wellbeing, making sure our staff feel
valued, supported and cared for. As part of this we want to do everything possible to
ensure our policies are progressive, easy to understand and are used and applied in a fair
and meaningful way. We also want to ensure our policies support staff even in difficult or
challenging circumstances, facilitating decisions being made with transparency and
impartiality.
1.0 Introduction
1. 1 Purpose of policy
The Trust has an open policy for communication and consultation and as such concerns are
encouraged to be raised and settled as a matter of course.
Anybody working in an organisation may, at some time, have problems or issues about their
work, working conditions or relationships with colleagues that they wish to talk about with
management. They want the grievance to be addressed, and if possible, resolved. It is also
clearly in management’s interests to resolve problems before they can develop into major
difficulties for all concerned.
The Trust encourages employees to settle most grievances informally with their line
manager. Many problems can be raised and settled during the course of everyday working
relationships. This also allows for problems to be settled quickly and fairly.
In many cases, outside help, such as an independent mediator, can help resolve problems
especially those involving working relationships.
Employees might raise issues about matters not entirely within the control of the
organisation, such as client or customer relationships (for instance where an employee is
working on another employer’s site). These should be treated in the same way as grievances
within the organisation, with the manager investigating as comprehensively as possible and
acting if required to protect Trust employees.
This policy, therefore, provides employees of the Trust with both formal and informal
arrangements for dealing with and resolving individual or collective grievances. In doing so,
the Trust complies with employment law and ACAS guidance.
1.2 Definitions
Grievance
Grievances are issues, problems or complaints employees raise with their employers that
relate directly to their own work or workplace. A grievance is generally a complaint about
employee rights/entitlements. Issues that may cause grievances include:
•
•
•
•

Terms and conditions of employment
Work relations
New working practices
Working environment
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•
•
•
•

Organisational change
Discrimination
Health and safety (see Scope)

Bullying and or harassment will normally be dealt with under the Dignity at Work Policy.
Please see here for more information: Dignity at work (Harassment & Bullying) policy &
procedure for employees (sussexpartnership.nhs.uk)
There are two types of grievance that may arise and be dealt with in accordance with this
policy:
Individual grievance
An individual grievance concerns one employee
Collective grievance
A collective grievance occurs when a group of employees share a complaint. Collective
grievances can only be lodged by members of a trade union in liaison with their
representative(s).
Grievances about fellow employees
These can be made easier by following the grievance procedure, when bullying and or
harassment is not the issue. An employee may be the cause of grievances among their
colleagues perhaps on grounds of personal hygiene, attitude, or behaviour. Managers will
deal with these cases carefully and should generally start by talking privately to the individual
about the concerns of fellow employees. This may resolve the grievance. Alternatively, if
those involved agree, an independent mediator may be able to help. Care needs to be taken
that any discussion with someone being complained about does not turn into a formal
meeting.
1.3 Scope of policy
The policy applies to all employees of the Trust.
Bank workers’ grievances will be dealt with in line with the Bank Workers’ handbook
(available from the Trust’s Temporary Staffing Team).
When the grievance is about the individual’s dignity at work, then the Trust’s Dignity at Work
Policy (Managing Bullying and Harassment Grievances) policy should be followed, as noted
under section 1.2.
When the grievance is about raising concerns that may harm the quality of patient
experience or the quality of the service we deliver, then the Trust’s Raising Concerns
(Freedom to Speak up) Policy should be followed:
https://policies.sussexpartnership.nhs.uk/workforce/486-freedom-to-speak-up-whistleblowingpolicy
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1. 4 Principles
All grievances should be dealt with fairly and consistently. Management should not
unreasonably delay meetings, decisions or confirmation of those decisions.
Employees have the right to be accompanied (see section 3).
Sometimes common sense and management discretion can mean that moving away from
policies and procedures are more helpful to all parties. Alternative options may be put
forward by either party. Where policies and procedures are not followed, a clear explanation
will be provided, agreement reached and documented.
1.5 Status quo
Status quo” refers to the maintenance of the existing arrangements in operation immediately
prior to the grievance being lodged. Status quo will generally apply whilst the grievance is
being heard, unless implementing the proposal or failing to implement the proposal which
has led to the grievance being lodged would place the Trust in:
•
•
•

breach of legal obligations
a position which would compromise patient care; or
a position which could compromise the wellbeing or safety of other staff.

In all cases where the status quo is not maintained, any changes that are implemented shall
be “without prejudice” to the staff member(s) pursuing their case. In other words, the
changes are not irreversible should the grievance be upheld.

1.6 Malicious, frivolous or vexatious grievances
The Trust strongly encourages staff to try and resolve any differences of opinion with their
manager and/or work colleagues informally in the first instance. The Trust will not tolerate
deliberate misuse of this policy. Therefore, if a grievance is found to be malicious, frivolous
or vexatious during the application of the grievance procedure, the Hearing Manager can
choose to take further action (which may include disciplinary action following an
investigation) against the person who has raised the grievance. If the grievance is not
materially different from a previously heard grievance the Hearing Manager may refuse to
arrange a new hearing, or may terminate the new hearing if it has already started.
2.0 Policy statement
Good working relations are essential to providing excellent services. The Trust is committed
to dealing with problems when they arise in a fair, consistent and prompt manner, with every
effort made by each party to ensure an early resolution. This policy sets out the formal
process for dealing with any grievances that employees feel they have suffered, with the aim
of arriving at a mutually satisfactory solution as quickly as possible.
3.0 Duties
All Staff have a duty to be familiar with workforce policies. All staff should comply with the
requirements set out in the policies and follow the procedures described within them.
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Support and representation
Employees have the right to be accompanied by a single companion. This can be a local
trade union representative, a fellow worker or an official employed by a Trade Union. This
companion is allowed to address the hearing to put and sum up the worker’s case, can
express a view or opinion in an appropriate manner and in relation only to the case, and
confer with the worker during the hearing. The companion does not, however, have the right
to answer questions on the worker’s behalf, address the hearing if the worker does not wish
it or prevent the employer from explaining their case.
In exceptional circumstances there may be an occasion when it is recommended that a
third party attends in an advisory capacity which should be with the agreement of those
attending. This may be a representative from Occupational Health, Access to Work or an
appropriate person who can support the employee such as a Care Worker. Family
members or friends are not normally able to attend meetings or hearings.
Trade Union Representatives
Trade union workplace representatives, otherwise known as stewards, are elected
representatives whose role includes representing members both individually and
collectively. All stewards have basic training in representation and access to regular training
courses. They can gain support, advice and information from their branch, paid union
officials via their regional offices and their union’s online resources. Stewards are bound by
the rules and governance structures of their union and are expected to keep up to date with
relevant training.
Support available
It is important that the wellbeing and mental health of those involved in the grievance
process is considered and regular communication and support put in place.
Employees raising grievances, and those against whom a grievance is raised, are reminded
that the Trust provides access to a confidential free counselling service under its Employee
Assistance Programme. Details are available on the Trust’s intranet. They may also wish to
consult the Supporting Employees (including post incident or complaints) Policy:
https://policies.sussexpartnership.nhs.uk/workforce/465-supporting-employees-includingpost-incident-or-complaints-policy
4.0 Procedure
There may be occasions when an employee(s) feels aggrieved about an issue at work. Any
such issues should be raised in the first instance with their immediate supervisor or line
manager as part of the ongoing communication between an employee and their manager,
such as regular one-to-one time or supervision. For employees, regular meetings provide
dedicated time to discuss any aspect of their work with their manager and an opportunity to
seek guidance and support as appropriate.
4.1 Stage 1 – Initial grievance procedure
Where an employee feels aggrieved about an issue and has been unable to resolve it as
part of the normal supervision process, they have the right to raise the matter under the
initial stage of this policy, with the line manager/supervisor.
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If the issue relates to the supervisor or line manager, then the employee has the right to
raise the matter with the next level of management, i.e. the person to whom the line manager
reports. The employee can do this either by discussing with that manager directly or using
the informal Stage 1 of this procedure.
The employee should complete the ‘Initial Grievance Procedure Submission Form’ outlining
the issues of concern, and forward it to their line manager/supervisor or the next senior
manager in the service structure, if the grievance concerns their line manager/supervisor.
The manager needs to decide whether any immediate actions need to occur and may seek
advice and guidance from the HR team before deciding on a course of action.
Where it is difficult for an individual to provide a grievance in written form due to literacy,
English as a second language or a disability, they may confirm their intention to raise a
formal grievance verbally or ask someone to write on their behalf.
If the grievance is about a working relationship issue between two or more colleagues which
does not fall under the definitions of Bullying and/or Harassment as per the Dignity at Work
policy, then a facilitated meeting should be arranged by the line manager to try and resolve
the grievance informally. The purpose of the facilitation meeting is to discuss the issues in an
open and constructive manner and seek to resolve them. It is the line manager’s
responsibility to ensure that the local facilitation meeting takes place. Depending on the
nature of the grievance, it may be appropriate for the line manager to facilitate the meeting,
or it may be more appropriate for the line manager to liaise with his/her manager to arrange
for an appropriate independent manager or professional to facilitate the meeting. The
meeting should take place as quickly as possible and no later than 10 working days from the
date the issue was initially raised by the employee/s.
Further informal discussions may be required at this stage to achieve full resolution of the
issue. The manager should record any further discussion and outcomes agreed and confirm
to the employee in writing.
Managers and employees are encouraged, wherever possible, to be open minded when
trying to identify ways of resolving differences in order to maintain good employment
relations. It is expected that individuals will enter into the informal procedure in good faith,
with the aim of resolving a particular issue.
If an employee feels unable to discuss the grievance with their line manager or another
appropriate person because of the sensitivity of the matter the member of staff can contact
the HR department or their trade union representative if they have one.
Employees are asked to carefully consider using stage 1 prior to raising a complaint in stage
2. Any formal process can make it more difficult to work in harmonious way in future,
depending on the outcome. Formal processes are always difficult for those involved.
However, if the employee believes they have no option but to move to a formal stage, they
should follow the procedure detailed below.
4.2

Stage 2 – Formal grievance hearing

Where it has not been possible to resolve an issue using the initial procedure, or the
employee has good reason to go straight to the formal stage, the employee may choose to
lodge a formal grievance in writing, by completing the ‘Stage 2 Formal Grievance Procedure
Submission Form’ and submitting this to their manager.
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Where it is difficult for an individual to provide a grievance in written form, e.g. due to literacy,
English as a second language or a disability, they may confirm their intention to raise a
formal grievance verbally or ask someone to write on their behalf.
Employees should be as clear as possible as to the nature of the grievance, the individual(s)
party to the grievance, any witnesses, and the outcome they are seeking. When stating their
grievance, employees should stick to the facts and avoid language which may be considered
insulting or abusive. The employee should also state the steps taken to resolve the issue in
the informal procedure, if utilised, and why they are not satisfied that their grievance has
been dealt with appropriately, fairly and reasonably at the informal procedure.
Where the manager has been significantly involved in the informal procedure or is the
subject of the grievance, it will be appropriate to submit the grievance to an alternative
manager.
The manager must write back to the individual to acknowledge the grievance, send them a
copy of the grievance policy and invite them to the hearing.
The manager of the employee’s line manager will usually become the Chair of the Stage 2
Formal Grievance unless they have already had significant involvement in which case it will
be either their manager or an independent manager of appropriate grade. The Chair of the
hearing will aim to arrange a hearing to consider the grievance within 15 working days, or if
that is not possible then at a date and time that is mutually agreeable. It is the Chair’s
responsibility to arrange a suitable venue including break-out rooms and to provide a note
taker. Consideration needs to be given to any adjustments that may be required to
accommodate a disability or other factors such as carer responsibilities.
The employee should make every effort to attend the hearing on the nominated date. If the
employee’s trade union representative or colleague cannot attend on the date proposed, the
employee or representative may suggest an alternative date, as long as it is reasonable and
not more than 10 working days after the original date proposed. This time limit may be
extended by mutual agreement.
Where the employee is on extended leave of any kind, the Trust will seek to hear the
grievance or appeal when they are able to attend. In the cases of long-term sick leave advice
from Occupational Health will be sought. If the matter is one where a delay may prejudice
the position of the Trust, the Trust may seek to review the grievance in the absence of the
employee. An employee will not normally have the opportunity to have more than one
postponement request granted.
If the employee has left the Trust, only a written response to the grievance is required so no
hearing need be arranged.
All parties have the right to call witnesses. All parties should be notified of the names of the
witnesses in advance of the hearing and consider any reasonable adjustments that may be
required to accommodate a disability or other factors.
It remains the responsibility of the employee to ensure the availability and attendance of their
witnesses at the hearing. If statements from witnesses are presented by either party as
evidence, those witnesses will normally attend the hearing for questioning unless there is no
dispute as to the facts or there are exceptional circumstances for this not being possible.
Witnesses who are members of staff will be allowed paid time off to attend.
Witnesses should not be present at any part of the hearing except when actually giving
evidence (a room will be made available to them to wait in), unless otherwise decided by the
panel with the agreement of all parties.
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Only in very exceptional circumstances will it be appropriate to call service users or their
relatives/carers as witnesses.
The hearing will be attended by the member(s) of staff, accompanied by a single companion
(should they so elect to do so). This can be a trade union representative, a fellow worker or
an official employed by a Trade Union. The trust will always consider any requests by a
disabled employee to bring someone else for additional support, such as a carer. Where
collective grievances are raised on behalf of a large group of staff, they will agree a small
number to attend on behalf of the rest. The Manager involved at Stage 1 of the procedure
will attend the hearing, supported by a member of the HR team. The Manager will provide a
written statement in response to the letter lodging the grievance, which will be circulated to
all parties at least three working days prior to the hearing.
The employee(s) will be given full opportunity to explain the details of their case and the
manager will try to find an acceptable solution to the issue. The Chair may adjourn the
hearing to obtain further information or seek clarification of particular points. The hearing
should be re-convened within 15 working days or such period as is mutually agreeable.
Where possible, the Chair will verbally give their decision on the day. The Chair’s decision
will be communicated to the employee(s), in writing, within 10 working days of the hearing.
Notes will be made of all hearings held under the formal procedures, as an aide memoire for
the Chair. These will not be a verbatim account of the hearing, so employees and their
representatives must make their own written notes. The recording of meetings/hearings will
only take place with the agreement of all parties and for the purpose of creating a written
record only. Once the written record has been created, any audio recording will be
permanently destroyed.
The outcome will be recorded in writing to all parties involved, giving details of the next stage
in the procedure if the matter has not been resolved. The outcome letter should clearly state:
•
•
•
•
•
•
•

the nature of the grievance;
who was involved;
the information considered;
the outcome reached;
the reason for reaching the outcome;
actions decided on and agreed; and
the name of the senior manager to whom the employee can appeal, if they
remain dissatisfied at this stage of the procedure.

If the matter is not resolved to the satisfaction of the staff member it may be taken to Stage
3. The employee can pursue the grievance under this stage by completing the ‘Stage 3
Formal Grievance Appeal Submission Form’ within five working days, and submitting this to
the next level of management. Employees must be as clear as possible as to the reasons
why they are not satisfied that their grievance has been dealt with appropriately, fairly and
reasonably at Stage 2.
A duplicate copy of the Grievance Appeal Submission Form should be sent to the Chief
People Officer
4.3 Stage 3 – Appeal
The manager receiving the appeal against the outcome of the grievance hearing will
convene a Stage 3 appeal hearing within 15 working days, or such further period as may be
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mutually agreed. The Stage 3 appeal will be heard by a panel of two senior managers, one
of whom will be a Director (Service or Clinical) or a Head of Service and all will be without
previous involvement in the dispute. A member of the HR team will act as adviser to the
panel.
Both sides will provide written statements of case, which will be circulated to all parties at
least five working days prior to the hearing.
The meeting will normally take the form of a review of the earlier stages and not a complete
re -hearing. The appeal is not to hear new evidence. The employee will be given a full
opportunity to explain why they are dissatisfied with the outcome from Stage 2 and the
resolution they are seeking. The manager who chaired the hearing at Stage 2 will have the
opportunity to respond and explain the reasons for their decision. The manager chairing the
Stage 3 hearing will usually give a decision on the day of the hearing, with the decision
confirmed in writing. The chair of the appeal may adjourn the hearing to obtain further
information, seek clarification of particular points or to carry out or commission an
investigation. The hearing should be re-convened within 15 working days or such period as
is mutually agreeable.
The panel’s decision will be communicated to all parties, in writing, within 10 working days of
the hearing.
The panel’s decision is final. There is no further internal process.
4.4 External conciliation or mediation.
In the case of a collective grievance, if there is dissatisfaction with the outcome, then the
case can be referred to an independent body for conciliation, e.g. ACAS. This referral must
be made by a trade union on behalf of the employees and may only occur where there is
joint agreement between the staff and the Trust Board. Any costs will normally be borne by
the party requesting the appeal.
ACAS may also be approached for mediation in the case of an individual grievance but,
again, only by joint agreement and on the understanding that the party requesting mediation
bears the costs of the case.
Specific timescales may apply for both of the above cases.
4.5 Record keeping
A written record of any grievance cases will be kept and include:
•
•
•
•
•
•

The nature of the grievance
What was decided and actions taken
The reason for the actions
Whether an appeal was lodged
The outcome of the appeal
Any subsequent developments

Records are treated as confidential and be kept no longer than necessary in accordance with
the Data Protection Act 2018 and GDPR. This Act gives individuals the right to request and
have access to certain personal data.
Sharing information
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Copies of meeting records should be given to the employee including copies of any formal
minutes that may have been taken. In exceptional circumstances it may be necessary to
redact personal or sensitive information from witness statements before sharing them with
the report. If any of the material is relevant to the case it will be referenced in the report
without disclosure of sensitive or personal details. The final decision on this will be made by
the Chief People Officer (or nominee).
5.0 Development, consultation and ratification
This policy has been developed in partnership with Staff Side colleagues through the HR
Policies working group and ratified at the Trust Partnership Forum
6.0 Equality and Human Rights Impact Assessments (EHRIA)
The policy has undergone an equality and human rights impact assessment.
7.0 Monitoring Compliance
The HR Department will commission audits from time to time and maintain statistics and
monitor trends which will be reported regularly to the Trust Partnership Forum. Updates will
take place at the review date or before in line with changes in legislation, case law or best
practice.
Some policies are audited annually and published as part of the Equality, Diversity and
Human Rights Report to check compliance.
8.0 Dissemination and implementation of policy
This policy will be circulated to all staff by means of communication tools available to the
Trust such as Partnership Bulletins, leadership briefings, circulated at team meetings and will
be placed on the intranet. New staff will be made aware of the policy at the Trust induction.
Paper copies will be made available to members of staff on request. Training for managers
will be offered to ensure that they are familiar with the policy and its procedures.
9.0 Document control including archive arrangements
It will be the responsibility of the Sponsor and Author of this policy document to ensure that it
is kept up to date with any local, national policy or legislation. The policy will be managed in
accordance with the Policy for Procedural Documents.
10.0 Reference documents
For further information and cross reference to other related policies, please refer to:
•
•
•
•
•
•
•
•

Managing Performance & Capability Policy
Dignity at Work (Harassment and Bullying) Policy and Procedure
Disciplinary Policy and Procedure
Supporting Employees (including post incident or complaints) Policy
Equality Diversity and Human Rights Policy
Management of Organisational Change (including redundancy) Policy &
Procedure
Sickness Absence and Attendance Management Policy
Raising Concerns (Freedom to Speak up) Policy
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Appendix 1

Stage 1 – Initial Grievance Procedure Submission Form
(to be submitted to the manager of your line manager)

For use by an employee wishing to raise a grievance, please read the grievance procedure
before completing this form. If you require any assistance in completing this form, please
contact your trade union or the Human Resources Employee Relations Team. If you consider
that you will require any adjustments to enable you to attend a meeting under this procedure,
please specify.
Full Name

Job Title

Contact Number

Department/Unit/Ward

Line-manager’s Name

Name of Union Representative

Note: For collective grievances, please list the names and information for each individual involved
on a separate sheet and attach securely.
Please describe the nature of your grievance

(Please provide a description of your concerns including precise information such as dates of events,
meetings or correspondence, names of those involved, names of any witnesses, reference to relevant
documents or policies). Please attach any relevant documentation in support of your grievance.

Please state the steps taken to resolve your concern(s) and why this did not resolve the issue:

Please state your desired outcome from the formal procedure:

Signature:

(Person(s) raising grievance)

Manager’s signature:

Date of submission:
Date of receipt:

(Person receiving grievance)
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Appendix 2

Stage 2 - Formal Grievance Procedure Submission Form
(to be submitted to the manager of your line manager)

For use by an employee wishing to raise a formal grievance, once the initial stage of the
procedure has been exhausted. Please read the grievance procedure before completing this
form. If you require any assistance in completing this form, please contact your trade union or
the Human Resources Employee Relations Team. If you consider that you will require any
adjustments to enable you to attend a meeting under this procedure, please specify.
Full Name

Job Title

Contact Number

Department/Unit/Ward

Line-manager’s Name

Name of Union Representative

Note: For collective grievances, please list the names and information for each individual involved
on a separate sheet and attach securely.
Please describe the nature of your grievance

(Please provide a description of your concerns including precise information such as dates of events,
meetings or correspondence, names of those involved, names of any witnesses, reference to relevant
documents or policies). Please attach any relevant documentation in support of your grievance.

Please state the steps taken to resolve your concern(s) and why this did not resolve the issue:

Please state your desired outcome from the formal procedure:

Signature:

(Person(s) raising grievance)

Manager’s signature:

(Person receiving grievance)

Date of submission:
Date of receipt:
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Appendix 3

Stage 3 - Formal Grievance Appeal Submission Form
(to be submitted to the next level of management)

For use by an employee wishing to escalate a grievance to Stage 3, once Stage 1 and 2 of
the grievance procedure has been completed. Please read the grievance procedure before
completing this form. If you require any assistance in completing this form, please contact
your trade union or the Human Resources Employee Relations Team. If you consider that
you will require any adjustments to enable you to attend a meeting under this procedure,
please specify.
Full Name

Job Title

Contact Number

Department/Unit/Ward

Line-manager’s Name

Name of Union Representative

Note: For collective grievances, please list the names and information for each individual involved
on a separate sheet and attach securely.
Please describe why you wish to progress the grievance:

Please provide details of why you are unhappy with the outcome of the previous stage and why you feel
your grievance has not been appropriately, fairly and reasonably addressed.

Please state the steps taken to resolve your concern(s) and why this did not resolve the
issue:

Please state your desired outcome from the formal procedure:

Signature:

(Person(s) raising grievance)

Manager’s signature:

(Person receiving grievance)

Date of submission:
Date of receipt:
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