
V6.1 

6.03 Grievance User Guide 
 
This guide should be read in conjunction with the actual Grievance Policy (6.04).  It does not 
negate or supersede that procedure or future amendments made to it.   
 
This guidance sets out what you need to do if you have a concern about an employment 
related matter as well as the steps to follow if you wish to raise a formal grievance.  
It also sets out the role of Line Management/decision officers, potential witnesses and 
Departmental HR. 
 
In summary: 
Grievances are concerns, problems or complaints that employees raise with their 
employer. A grievance might concern matters such as an employee’s work, physical 
working environment, pay and benefits, working hours, health and safety, working 
relationships or general treatment at work. A full list of the policies is included in the 
Appendix attached. 
You can make a complaint using the grievance procedure: 
 
o Identify potential grievance issue (Step 1 Identify potential grievance issue) 
o Contact HRConnect or your Departmental HR or Trade Union Representative for advice 
and guidance, if required (Step 2 Contact HRConnect/Departmental HR or Trade Union 
Representative if required) 
o Discuss the matter on an informal basis with management, where appropriate 
(Step 3 Discuss grievance informally) 
o Attend informal meeting(s), where appropriate (Step 4 Attend informal meeting(s)) 
o Submit formal grievance notification to HRConnect within 3 months of event or final event. 
Exceptions in case of sickness or ongoing informal attempts to resolve (Step 5 Raise formal 
grievance) 
o Attend meeting with a Decision  officer to discuss the case (Step 6 Attend grievance 
meeting) 
o Receive notification of the outcome of the grievance meeting including any appropriate 
action to be initiated. You will be informed of your right to appeal. (Step 7 Receive outcome of 
grievance meeting) 
If you wish to appeal against the decision of the grievance meeting, you should: 
CONSIDER THE UNIFORM APPEALS POLICY USER GUIDE. 
 
Line Management/ Decision officer will: 
o Discuss grievance informally with the employee  where appropriate (Step 1 
Discuss grievance with employee) 
o Hold informal investigation and meeting(s) into grievance where appropriate (Step 2 
Hold informal investigation into grievance) 
o Receive notification of formal grievance from employee (Step 3 Receive 
notification of formal grievance from employee) 
o Appoint decision officer to deal with the grievance and discuss the outcome (Step 
4 Appoint decision officer to deal with grievance) 
o Hold meeting to discuss the grievance (Step 5 Hold meeting with employee) 
o Prepare the minutes of the meeting and issue to the complainant for review (Step 6 Prepare 
and issue the minutes to the complainant) 
o Return ‘Instruction to Initiate Formal Investigation’ form to HRConnect (Step 7 Return 
‘Instruction to Initiate Formal Investigation’ form to HRConnect) 
o Review case material provided by HRConnect and decide outcome of grievance (Step 8 
Review case) 
o Inform HRConnect of outcome (Step 9 Communicate the outcome of grievance case) 
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The respondent will: 
o Discuss the grievance informally with the decision officer where appropriate. (Step 1 
Discuss the informal grievance with decision officer.) 
o Participate in a mediation process if in agreement. (Step 2 Attend mediation if appropriate.) 
o Be informed of a formal grievance complaint being lodged against him/her. (Step 3 Become 
aware of a formal grievance being lodged against you.) 
o Attend and contribute to an investigative meeting where appropriate. (Step 4 Attend an 
investigative meeting.) 
o Be informed of the decision officer’s ruling. (Step 5 Be informed of the outcome of the 
grievance.) 
 
In addition to this guide, you may also wish to refer to the following which can be found in 
this Handbook, as appropriate: 
o 6.04, Grievance policy 
 
 
The following terms within this guide are defined in the glossary: 
Decision officer 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



V6.1 

 

6.03 Grievance 
 
User guide for staff 
 
Strictest confidentiality will be maintained as far as possible, however, disclosures may be 
required depending on the specific circumstances of the issue.  A diary note may be kept on 
file for future reference, if required. 

 
Step 1 Identify potential grievance issue 
A potential grievance issue may arise where you have a complaint, concern, problem or 
dispute in relation to an employment-related matter. You should raise any issues at an early 
stage as this gives the opportunity to resolve them before they worsen and have an impact on 
the individual or staff morale. If you feel you have a grievance issue you should refer to the 
6.04, Grievance policy in this Handbook for further information. 
 
Step 2 Contact HRConnect or Departmental HR, if required 
If you require advice or guidance on a grievance matter you should contact HRConnect or 
Departmental HR or Trade Union Representative by telephone or email. You will be asked to 
provide details of the issue so that the appropriate advice can be provided.  
 
Step 3 Discuss the grievance informally 
Where possible, it is in everyone’s interests to resolve matters of grievance quickly and 
informally without the need for formal action. Depending on the nature of your complaint it 
may be possible to resolve it simply by talking with your manager or with someone else in 
authority. If you think it can be sorted out informally you should ask for a meeting either with 
your line manager, a more senior manager or someone within Departmental HR (your HR 
Business Partner should help identify a person) to explain your concerns and perhaps 
suggest a way to resolve the matter. 
 
Step 4 Attend informal meeting(s) 
Where your grievance cannot be resolved solely through discussion with Line 
Management, you may be requested to attend a meeting(s) with Line Management or 
Departmental HR. The purpose of this meeting(s) will be to consider the grievance you have 
raised informally with relevant parties in attendance, to attempt to resolve the issue(s) as 
quickly as possible. Mediation should be considered as a means of resolving matters prior to 
invoking the formal procedure. If the issue(s) can be resolved at this meeting, this will be 
considered the end of the grievance process. However, if the issue(s) cannot be resolved as 
a result of the informal process, you may wish to raise the grievance formally. At any stage in 
the formal process, you retain the option to settle your case informally.  
 
MEDIATION ROLE 
If your grievance relates to poor working relationships with colleagues or difficulties you have 
experienced with management, you may find voluntary mediation between you and the other 
individuals will help resolve matters. If you have raised a formal grievance, that process will 
be suspended if you and the other party agree to mediation to allow the opportunity for a 
resolution without the need for a formal procedure.  
 
The mediation process is a structured, but relatively informal process in a calm environment. 
It aims to be a constructive experience where an agreed outcome will be achieved for the 
parties. You get the opportunity to put your views across and hear the other person’s views in 
a facilitated session or sessions of non-interruption and respect. Mediation facilitators will 
ensure that the atmosphere is kept respectful and non-intimidatory. The advantages for you 
include a faster process than going through the formal grievance procedure and the stresses 
that this involves. Because you and the other party mutually agree the conclusion, mediation 
gives you control over the outcome of the process. If at the end of the mediation you are not 
able to agree an outcome you can still opt for the formal grievance process if you wish.  
 



V6.1 

You and the respondent should come to mediation prepared to tell your version of what 
happened, prepared to listen to the views of the other side, prepared to clearly state your 
requirements for resolving the grievance, and to be willing to negotiate a settlement 
agreement that will be mutually satisfying for both sides, if possible.  
 
Step 5 Raise formal grievance 
Generally, if individual grievances cannot be resolved informally or the grievance is too 
serious to be resolved informally the following procedure will be used.  
Where cases have not been considered informally, formal grievances should be raised as 
soon as possible up to a maximum of three months after the event. 
 
You may raise a grievance formally by submitting your formal grievance using 
HRConnect Employee Self-Service ”Online Grievance Form” screens. If you do not have 
access to HRConnect Employee Self-Service, you should request a paper copy of the 
Formal Grievance form from HRConnect by telephone. Alternatively, a written submission of 
the grievance is equally acceptable. 
You should complete the form and submit this to HRConnect. The form should include a 
summary of the grievance details and a case history, where appropriate, including what 
efforts have been made to resolve the matter.  
HRConnect will update the system with receipt of your grievance and issue you with 
confirmation that your grievance has been received and the details of the decision officer by 
email or post, as appropriate.  
 
Step 6 Attend formal meeting(s) 
 
Following receipt of your formal grievance, the Decision officer will invite you to a meeting to 
discuss the grievance and allow you to say how you think it might be resolved.  
You have the right to be accompanied by a Trade Union representative or work colleague of 
your choice. You are required to notify the HRConnect in advance with details of any  
nominated companion accompanying you to the meeting.  The Grievance policy requires that 
you and your companion “make every effort to attend the meeting”, but if there are good 
reasons why you cannot attend the meeting, e.g. illness or family emergency, you should 
immediately ask for it to be postponed. If your companion cannot attend, ask for the meeting 
to be postponed and an alternative time within five working days of the original date should be 
arranged. If you fail to attend the re-arranged meeting and are not able to provide a 
satisfactory explanation, the Decision officer may proceed to make a decision on the case 
based on the information available. 
 
At the meeting you will be expected to be able to show what attempts you have so far made 
to reach a resolution to your grievance. You will be expected to tell the Decision officer all the 
details of your grievance so that a decision can be taken on the basis of the fullest account of 
the facts and how you feel it can be resolved. 
 
A summary record will be taken during the meeting and will be copied to you within 5 working 
days of the meeting. You will be given a further 5 working days to comment on the accuracy 
with a view to reaching agreement. Where the record cannot be agreed, your comments will 
be attached to the document for future reference. 
 
In the event that additional evidence or documentation is required at the meeting, the meeting 
may be adjourned and re-convened at a later date or even later in the day, if appropriate. In 
the event that the meeting is to be re-convened later in the day, you will be informed by the 
Decision officer. In the event that the meeting is to be reconvened at a later date, you will be 
notified of the date, time and venue by HRConnect. 
 
If as a result of issues raised at the meeting further information is required, the Decision 
officer will inform HRConnect who will then hold a further investigation as appropriate. 
An investigation report and recommendations on how to proceed will be provided to the 
Decision Officer. 
 
Step 7 Receive outcome of grievance meeting 
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Following full consideration of the grievance issues discussed at this meeting and the findings 
of the investigation undertaken (if required), the Decision officer will decide the outcome and 
you will receive written confirmation of the decision. 
 
If you are satisfied with the outcome of the grievance meeting, this will be considered the end 
of the matter. If there are actions to be implemented following the grievance meeting, it is the 
decision maker’s responsibility to ensure that these are progressed. This information should 
be included in the outcome letter to you. 
 
If you are not satisfied with the outcome, you may escalate the issue to appeal. Your written 
letter of confirmation of the outcome of this meeting will advise you of your right to appeal and 
will inform you of the appeals process. 
 
The letter will also include details of the time limits within which an appeal must be lodged. 

 
Initiating an appeal under the Uniform Appeals Procedure. 
 
Please refer to the Uniform Appeals User Guide 6.09. 
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6.03 Grievance 
 
User guide for Line Management/ Decision Officer 
 
Strictest confidentiality will be maintained as far as possible, however, disclosures may be 
required depending on the specific circumstances of the issue.  A diary note may be kept on 
file for future reference, if required. 
 
Step 1 Discuss grievance with employee  
 
It is in everyone’s interests to resolve a grievance quickly and informally, without the need for 
formal procedures to be initiated. In dealing with a potential grievance issue you should refer 
to the HR Handbook 6.04 Grievance policy and contact HRConnect or Departmental HR for 
further advice and guidance. 
 
In the event that a employee approaches you with a complaint you should make appropriate 
arrangements to discuss the matter with them quickly and informally..  
 
If an informal compliant is raised, this provides an opportunity for you to resolve a workplace 
problem rather than having an employee who is unhappy or disgruntled about some aspect of 
his or her employment. Once you know that an employee has a problem, you can discuss the 
matter with the employee, take on board the employee’s point of view and, if possible, provide 
a solution or part solution. It may be that the employee will wish to consider a mediation 
process in an attempt to resolve the issue. If this is the case, information about arranging the 
process can be obtained from DHR. 
 
It may be that it is inappropriate for you to deal with the issue identified (for example the 
employee may have raised an issue that directly involves you or does not feel comfortable 
about approaching you). Where this is the case and a employee has approached 
Departmental HR directly, a DHR representative may hold this discussion and may consult 
with you, where appropriate. 
 
Step 2 Hold an informal investigation into grievance 
 
In some cases, you will not be able to immediately resolve the issues raised by the employee 
and you may need to hold an informal investigation into the matters brought to your attention. 
This is likely to include meeting with any individuals involved to discuss the matters raised by 
the employee. You should note that most grievances are sensitive in nature and as such it is 
strongly advised that you consult either Departmental HR or HRConnect prior to any informal 
investigation. 
Following this investigation, you will feed back your findings and decision to the employee in a 
meeting. In some cases it may be appropriate to involve all parties in a single meeting or 
series of meetings to achieve resolution of the issue. You are strongly advised to consult an 
appropriate officer within Departmental HR prior to any such meetings. 
If the issue can be resolved at this stage, this will be considered the end of the grievance 
process. 
 
If the grievance is not resolved at this stage, the assistance of an independent and accredited 
mediator can be used to assist the parties to reach a satisfactory solution. If mediation is 
unsuccessful, the person making the grievance can request the use of the formal grievance 
process.  
 
Step 3 Receive notification of formal grievance from employee 
  
If the issue has not been resolved to the satisfaction of the employee as a result of the 
informal process, or the informal process has not been followed, the employee may complete 
a Formal Grievance form and submit this to HRConnect. 
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Depending on the nature of the formal grievance HRConnect will forward a copy of the formal 
grievance to Line Management or Departmental HR. 
 
Step 4 Appointment of the decision maker 
  
On receipt of the notification you may be appointed by HRConnect to be the decision officer 
or if it is about a matter outside line management’s responsibility, DHR will appoint a decision 
officer. When deciding who should take forward the grievance, the nature of the case, the 
advice provided by HRConnect, what efforts have been made to resolve the matter and the 
outcome of the informal discussion(s) with the employee should be taken into consideration. 
 
Following the appointment as the decision officer, you should instruct HRConnect to organise 
a formal grievance meeting with the employee by completing an Instruction to Proceed form 
(HR-GRI 1.19 R2), to discuss the complaint.  
HRConnect will organise this meeting with the employee and will confirm in writing the 
following:  

 Date, time and venue of meeting   

 Purpose of meeting   

 Who will attend meeting   

 Staff member’s right to be accompanied by a Trade Union representative or work 
colleague of their choice   

  
The employee will be required to notify HRConnect in advance that they will be accompanied 
to the meeting.  
 
Before the meeting:  

 You should re-read the formal grievance and any attempts at informal resolution 
papers to gain a better understanding of the complaint.  

 Plan the meeting by noting down any points which need clarification or where 
additional information is required. The additional information obtained from the 
meeting may have to be used as a basis for interviewing any other parties, if any 
further investigation is required in order to conclude the formal grievance.  

 Arrange a note taker if required. 

 Ensure the accommodation arranged is suitable, quiet and free from interruption.  
 
Step 5 Hold meeting with employee  
 
If, before the meeting, the employee notifies you that s/he or their companion cannot attend, 
you should notify HRConnect accordingly, who will decide if the meeting should be re-
arranged. 
 
At the start of the meeting:  
• If the complainant is unaccompanied advise them they can be supported by a trade union   
  representative or colleague..  
• Advise that the issues discussed at the meeting must not   
  be discussed with colleagues or friends as this could prejudice the grievance case.  
• Introduce all parties and clarify roles and responsibilities  
• It is important that a notetaker should be present to record proceedings 
• Explain that a record of the meeting will be prepared for their signature, and that they will be 
able to read, comment and make any agreed changes before they sign it. If agreement on the 
record is not possible, the employee’s comments should be appended.  Explain that they will 
receive the summary record within 5 working days of the meeting and will be expected to 
return it within a further 5 working days. 
 
The type of question asked and the manner and atmosphere in which interviews are carried 
out will have a bearing on the outcome of the situation.  
You should ask the individual to talk through the reason why they requested the grievance 
and explain why they felt this was required to be a formal complaint and why it could not be 
resolved informally. Make full notes, using the individual’s own words.  
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You should ensure you get as many details as possible, seeking clarification where necessary 
as this will help if you need to carry out any further investigation into the reasons for the 
grievance if required to make a decision.  
You should begin the interview with open questions to get the ‘big picture’. These questions 
will provide the source of all subsequent questions.  
You should then use probing questions. This will help you get more detail and to provide a 
focus for further questions. Make your probing questions more in-depth until you have the 
amount of detail you need.  
You should ask closed questions to confirm what you have heard and to get details and 
confirmation.  
 
Types of questions:  
Open – to gain as much information as possible.  
Closed – to gather/check information.  
Reflective – useful for summarising.  
Probing – getting a better understanding.  
 
Suggestions of the types of questions include:  
What did you see?  
Where were you working/standing?  
Who else was around?  
What did you hear?  
How near were you?  
Could you see/hear clearly?  
Have you seen anything like this before in relation to X or anyone else?  
 
The meeting should end when you are satisfied that you have explored and collected as 
much relevant information as required. Recap the points that have been captured and then 
ask the complainant if there is any other information that they wish to add.  
You should allow the complainant to ask questions but do not be drawn into discussing 
potential outcomes of the grievance.  
At the end of the interview you should have obtained the following information:  

 The names of those present or involved;  

 Date/time/place of the alleged incident/allegation;  

 Details of what took place and the order of events;  

 The steps that have been taken since the alleged incident/allegation including what 
efforts have been made to resolve the matter; and an indication of what resolution the 
person making the complaint is seeking, noting that this cannot be guaranteed (e.g. 
an apology).  

 
Step 6 Prepare and issue the summary record to the complainant  
 
Interview notes are generally a summary of the points discussed during the interview but may 
also include some direct quotations from individuals where there is a need to be clear as to 
what exactly was said. Interview notes may be written in the first or third person but should 
include the following:  
• The date, time, venue of the interview or meeting and names of those present and their 
roles;  
• Where the interviewee is not accompanied a statement that they were aware of their right to 
have a friend or work colleague with them, which they declined;  
• A statement to say that the grievance is confidential and should not be discussed with other 
parties;  
• A summary of the points discussed and specifically evidence provided by the interviewee, to 
support their grievance;  
• Where individuals are complaining about things that have been said these should be 
expressed as quotations;  
• A summary of the remedies/outcomes the individual is seeking as part of a grievance 
resolution; 
• Reference to the fact that the individual was asked at the end of the interview if there was 
anything further that they wished to add;  
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• A statement that the summary record of the meeting will be typed and the individual will be 
provided with a copy to comment on accuracy;  
• The finish time of the interview.  
 
Grievance outcomes can be unnecessarily delayed where notes are not produced and agreed 
promptly.  
The following points should therefore be borne in mind:  
• The record produced should be a summary of the points discussed during the meeting and 
not necessarily a verbatim account;  
• Every effort should be made to produce the record on the day of the interview whilst the 
points are still fresh in everyone’s mind;  
• It is for you to ensure the accuracy of the record and not the note-taker;  
• Individuals are asked to check the record and sign as a true record of the interview. Where 
they disagree with the accuracy of the record agreement should be reached if possible, but if 
not comments will be appended. You should retain the original notes, as it is useful to see 
what changes/additions have been made after the interview;  
• You need to allow individuals time to check and respond to the notes without unnecessarily 
delaying the grievance. It is therefore recommended that 5 days be allowed;  
• It is recommended that individuals be advised that if the signed record is not returned within 
5 days, with comments where required, it will be assumed that the record is accepted as a 
true record of the interview and the investigation will proceed on that basis;  
• Where individuals are unhappy to agree the record, you should note the reasons given and 
associate with the summary record.  
 
Step 7 Return ‘Instruction to Initiate Formal Investigation’ form to HRConnect if 
required 
 
You will determine (based on the meeting or written evidence submitted by the complainant) 
the extent to which further investigation, if any, is necessary. If further advice or guidance is 
required before progressing to the decision, contact your Departmental HR or HRConnect.  
 
If further investigation is required then you should decide who is needed to be interviewed 
and what is needed to be established. You should contact HRConnect to arrange the further 
investigation using Grievance Outcome form (HR-GRI 1.36 R2).    
For further advice around this you should contact HRConnect or Departmental HR. On 
conclusion of further investigations, you should move to the review stage.  
 
If further investigation is not required then based on the case papers and the record of the 
interview with the complainant (if they attended) you should move to the review stage.  
 
Step 8 Review case  
 
Once you have gathered enough evidence to make a decision, you will need to use this 
information to determine the facts of the case and whether you have a ‘reasonable belief’ that 
the grievance should be upheld:  
You are expected to make decisions that: 

 comply with policy; 

 are procedurally correct; 

 take account of the employee’s circumstances; 

 are legal; 

 are reasonable and fair; and 

 can be clearly explained and justified. 
 
 

Having held a meeting with the employee to discuss it and investigated the grievance, you 
should consider whether or not to uphold the grievance and what, if any, action to take. 
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You may decide to uphold the grievance in full, uphold parts of the grievance and reject 
others, or reject it in full. If you uphold the grievance wholly or in part, you should identify 
action that you will take to resolve the issue.  
 
Where there is no direct evidence, resolution may depend on your assessment of the balance 
of probabilities. Your conclusions and how you came to them should be recorded in the 
outcome letter to the complainant.  

In the course of the grievance hearing, you should have obtained the employee’s views on 
what action he or she would like to be taken and you should take this into consideration when 
making your decision. If you decide that the employee does have a legitimate grievance but 
there is nothing practicable that can be done to resolve it, you should explain your reasoning 
to the employee so that they can see that you have given serious consideration to the matter.  

If the grievance uncovers failings in procedures, policies or practices, you should attempt to 
rectify the issue as soon as possible. If the grievance involved allegations against a particular 
individual, for example the employee’s line manager, the appropriate outcome may be to refer 
this to Departmental HR for consideration and further action as appropriate.  

 
Step 9 Communicate the outcome of grievance case  
You need to notify the outcome to HRConnect who will then notify the relevant parties. 
This should include a statement on whether any grounds for the grievance have been upheld 
and should outline any further remedies required to the parties involved. 
 
Regardless of the outcome of the grievance there may be the need to re-affirm standards 
within the workplace and ensure there is no ill-treatment as a result of the complaint being 
made. It will be necessary to advise the respondent and complainant accordingly when 
communicating the outcome of the grievance if upheld. Part of post-grievance management 
may be working with both parties to repair their working relationship. In such cases mediation 
may be the best way forward. 
 
It may also be appropriate to refer to the NICS policies such as the code of ethics and ensure 
that the parties understand the standards that are expected in the future. 
 
It is the Decision officer who has the responsibility to implement the remedial actions from the 
grievance. When allocating remedial actions, a clear statement of what should happen, and 
by when, should be made within the outcome letter to the complainant. 
 
Where you do not believe the complaint has been proven but there are lessons to be learned 
as a result of the grievance, it may be prudent to recommend the reaffirmation of standards 
more widely within the workplace. This may be particularly appropriate where it has become 
apparent from the grievance that poor standards of behaviour have become the norm within 
the workplace. In such circumstances it would be appropriate to advise the whole team of the 
standards expected, without reference to the specific case mentioned, and how breaches of 
these standards will be dealt with in the future.  
 
 

The internal appeals process 
 
If you wish to appeal the grievance decision, please refer to the Uniform Appeals User Guide 
6.09. 
 
 
 
 

6.03 Grievance 
 
 

User guide for Respondent  
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Strictest confidentiality will be maintained as far as possible, however, disclosures may be 
required depending on the specific circumstances of the issue.  A diary note may be kept on 
file for future reference, if required. 

 
A respondent is the person or persons who are alleged to have instigated the cause of 
the grievance. 
 
The purpose of this section is to assist you to either: 
• engage constructively in resolving grievances at an early informal stage; or 
• deal constructively with a formal grievance made against you. 
 
 
Step 1 Discuss the informal grievance with decision officer. 
 
If you are party to a conflict situation or have had a complaint lodged against you, this means 
that an action, behaviour or decision by you has been perceived by another person to be 
unfair, inappropriate or unacceptable. You may be unaware of any impact of your actions on 
another person and feel shocked, or perhaps you feel frustrated with the complainant and 
justified in your previous actions. 
 
Regardless of the intent behind your decision or action, the other person may have been 
directly affected in a way that has impeded your working relationship. In the longer term, if 
such a situation continues, the working relationship may become strained or dysfunctional. 
Conflict situations may not be welcome or comfortable, but are best approached as 
opportunities for reflection, learning and positive change.  
 
In lodging an informal complaint, the complainant is attempting to resolve the situation at the 
earliest stage. You may be asked by line management or Departmental HR to respond to 
certain allegations either in writing or at a meeting or you may be asked to attend mediation to 
try and resolve the issue. You will be entitled to have a work colleague accompany you at this 
meeting. It is important that you participate in these matters in an attempt to try and resolve 
the issue. 
 
Step 2 Attend mediation if appropriate 
 
Mediation is the process where a complainant and the respondent use the assistance of a 
neutral third party to explore options for a mutually acceptable resolution of a grievance. The 
focus is on reaching agreement based on each party’s interest rather than making a decision 
as to who is right or wrong. The expectation is that the parties will enter into mediation in good 
faith with the goal of reaching an agreement. You and the complainant should come to 
mediation prepared to tell your version of what happened, prepared to listen to the views of 
the other side, prepared to clearly state your requirements for resolving the grievance, and to 
be willing to negotiate a settlement agreement that will be mutually satisfying for both sides, if 
possible. If informal attempts to resolve the grievance fail, the formal grievance procedure can 
be invoked. 
 
Step 3 Become aware of a formal grievance being lodged against you 
 
In lodging a formal grievance, the complainant has escalated the situation from possible face-
to-face/informal resolution to requesting formal intervention. If named as a respondent, you 
may be contacted by an investigator and given an opportunity to respond either in writing or at 
a meeting to the allegations made against you. You will be entitled to have a trade union 
representative or work colleague accompany you at the meeting. 
 
You can expect, and have a right to: 
• fair and impartial treatment; 
• information about the allegations made against you; 
• reasonable opportunity to make a response; 
• communication about the process of resolving the complaint; 
• confidentiality; 
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• advice and support. 
 
Step 4 Attend an investigative meeting 
It is important to know what to expect at an investigative meeting so you can prepare 
thoroughly beforehand.  
 
The ground rules which the manager hearing your evidence will follow in conducting the 
interview are as follows: 

 Introduce themselves and all others who may be present at the interview including 
any note-taker; 

 You will then be encouraged to recall your version of events in your own words;  

 This may include any fresh evidence which you would like the investigator to consider 
such as any letters, memos, or other documents that support your position; 

 The investigator’s aim is always to listen to any points you want to make and ensure 
he/she understands exactly your position. The investigator is not there to defend the 
raising of the grievance or the reasons behind it. 

 
Step 5 Be informed of the outcome of the grievance 
 
The investigator will review your response alongside any other witness statements or 
evidence provided and consider these against the facts of the complaint and produce a report 
for the decision officer. The decision officer will then make a ruling on the grievance. One of 
three things may happen: 

1. The grievance will not be upheld. The decision officer may be satisfied that your 
explanation may satisfy the complainant. Or the complainant may simply not want to 
continue with the complaint for their own personal reasons.  

2. The grievance may be partially upheld. If there is merit in the complaint the decision 
officer will work with you and the complainant to try to find a reasonable settlement. 

3. The grievance will be upheld. In this case the decision officer has ruled that the 
complainant’s grievance was justified and will propose to implement certain remedies 
which you will be expected to be accepting of. 

 
It is in the Department’s interest to ensure that it has taken all reasonable steps to prevent 
any unlawful conduct from arising and to ensure the issue is resolved. If the complainant is 
unhappy about the suggested resolution from the decision officer then they will have the right 
to appeal this.  
 
What happens if the complainant appeals the decision? 
 
If you wish to obtain more information about the appeals process, please see the user guide 
for the uniform appeals process  
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Appendix 

 

 Name of Policy Policy 
Owner 

Appeal/Grievance Decision 
officer 

Appeal Officer 

1. Reimbursement of 
Additional Care costs 

HRPB Grievance Policy Line Manager Level 2 Line 
Manager 

2. Travel and subsistence HR Policy 
&WSS 

Grievance Policy Line manager Level 2 Line 
Manager 

3. SCS pay award PGU Grievance Policy DHR DHR next level 

4. Staff attendance at training 
events – refusal to allow 
individual to attend 

Developme
nt Branch 

Grievance Line Manager Level 2 Line 
Manager 

5 Health and safety: health 
and safety detriment, 
working conditions, working 
time directive 

 Grievance Policy Line 
management 

Level 2 line 
management 

6. Organisational Change: 
Working practices, 
restructuring, Organisational 
transfers, redeployment, 
redundancy 

 Grievance Policy Line 
management/
DHR 

Line 
management/DHR 

7. Trade union rights 

 
HRPB Grievance Policy Line 

management/
DHR 

Line 
management/DHR 

8. Work relations: complaint 
against line 
manager/complaint against 
colleague(s)/complaint 

HRPB Grievance Policy Line 
management/
DHR 

Line 
management/DHR 
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against work load 

9 Review of public 
administration code of 
practice 

 

 Grievance Policy DHR DHR 

10 Equal Pay PGU Grievance Policy DHR* DHR 

11. Bonus payments 

(Industrial) 
PGU Grievance Policy 

(In built to 
agreement) 

Line 
management 

Line management 

12. Overtime 

 
PGU Grievance Policy DHR/line 

management 
dependent on 
what area 
holds the 
budget 

DHR/line 
management 
dependent on 
budget 

13 Payment for temporary  
service in a higher grade 

 
 

PGU Grievance Policy DHR/line 
management 
dependent on 
budget 

DHR/line 
management 
dependent on 
budget 

14 Allowances 

(industrial) 
PGU Grievance Policy DHR* (line 

manager) 
DHR (Line 
manager) 

15. Starting pay on appointment PGU Grievance Policy DHR* DHR 

16 Starting pay on transfer to a 
new substantive grade 

PGU Grievance Policy DHR* DHR 

17 Annual Pay Award PGU Grievance Policy DHR*  DHR 

 
* With input from CHR as required to provide policy clarification 

Abbreviations: 
HRPB – HR Policy Branch 
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PGU – Pay and Grading Unit 
AMB – Appointments and Marketing Branch 
CSP – Civil Service Pensions 
Dev and RPA- Devolution and Review of Public Administration 
SRWPB – Strategic Resourcing and Workforce Planning Branch 

 


