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Grievance Policy & Procedure 

1. Purpose 

1.1. Grievances are concerns, problems or complaints that employees raise with 

management as their employers. An employee should aim to settle most 

problems informally during the course of everyday working relations. It is in 

the manager’s interest to resolve problems before they can develop into major 

difficulties for all concerned. This is key to creating a healthy and productive 

working environment.  

1.2. The Grievance Policy is followed when all informal mechanisms have been 

exhausted or deemed ineffective. It provides a clear structure for an employee 

to raise any concerns and have the matter dealt with in a manner that is fair, 

consistent and timely.  

1.3. Grievances should be properly considered and resolved as near as possible to 

their point of origin.  Conciliation and/or mediation are a vital part of this 

procedure.  It is expected that all parties should keep this in mind when 

considering a grievance.   

1.4. The overall aim for all parties is a resolution to the issue raised, without 

recourse to external dispute resolution processes or an employment tribunal.  

2. Scope 

2.1 This Policy applies to all Worcester City Council employees, regardless of 
position or status.   

2.2 It is accepted by both the Council and Trade Unions that until such time as the 
Grievance Policy is exhausted, the status quo shall prevail and that Trade 

Unions and their members shall refrain from industrial action of any kind in 
support of any matter being dealt with in accordance with this procedure until 
the procedure is fully exhausted.   

2.3 The Council recognises the ACAS Code of Practice on Disciplinary and 
Grievance Procedures.   

2.4 Management should familiarise themselves with the policy. Any 
communication which contains a problem or complaint that the employee 
raises should potentially be treated as a grievance. If a manager is in doubt 

about whether the employee is raising a formal grievance, that issue could 
always be clarified with the employee by asking them directly. 
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3. The Grievance Policy shall apply to: 

3.1 Issues that may include, but not limited to:  

i. Terms and Conditions of Employment 

ii. Work relations 

iii. New working practices 

iv. Working environment 

v. Organisational change 

3.2. Individual grievances: A grievance of a current employee of the Council 
arising from an act or omission of the Council or its employees in relation to 
the individual's employment with the Council. 

3.3. Collective grievances: Grievances shared by particular groups of employees, 
which would otherwise constitute a number of individual grievances within 

paragraph 3.2 and where the matter under consideration is contained solely 
within that employee group. 

3.4. Third party relations: Employees can raise concerns about matters not 

entirely within the control of the Council, 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 Council, with the manager investigating as far as possible and 
taking action if required. The Council should make it very clear to any third 

party that grievances are taken seriously and action will be taken to protect 
their employees. 

  

4.  The Grievance Policy does not apply to: 

 
4.1 Complaints, problems or concerns raised by non-employees of the Council 

 

4.2 Any matters coming within the scope of, or the application of the Disciplinary 

Procedure 
 

4.3 Income tax or social security matters  

 

4.4 The rules of a Pension scheme 
 

4.5 Any matter relating to an employee’s grade, rate of remuneration or other term 

or condition of service regulated by a collective agreement except where the 



Worcester City Council 

 
 

  Page 5 of 12 

15/08/19 v.01 
 Grievance Policy & Procedure 

grievance relates to the interpretation or application of a particular provision to 
an individual employee. 

4.6. Any matters relating to discrimination or any other form of bullying, harassment 

or victimisation which should be dealt with in accordance with the Council’s 
Dignity at Work (Bullying, Harassment and Victimisation) Policy.  

4.7. Any matters which may concern an allegation or complaint in relation to some 
actual or likely danger (including health and safety breaches), fraud or other 
illegal or unethical conduct, which should be addressed in accordance with the 

Council’s Whistleblowing Policy 

5. Principles 

5.1 To provide employees with a course of action if they have a complaint which 
they are unable to resolve through discussion with their line manager and/or 

another colleague if a difference has arisen. 

5.2 To provide points of contact and timescales to resolve issues of concern 

5.3 At each stage of the Grievance Procedure, People Services are available to 

provide advice and guidance. However, People Services must be involved in the 
formal stages of a Grievance.  

5.4 At any stage in the procedure it may be appropriate to consider mediation.  
This could be managed internally or with the assistance of an external 
facilitator.  If this is a sensible solution this will be provided at no cost to the 

employee and should be entered into by all in a positive manner. 

5.5 At each stage of the formal procedure, employees have the right, if they wish, 

to be accompanied by a work-based colleague or an appropriate Trade Union 
representative. Individuals may not be accompanied at any stage of the 
procedure by anyone acting in a legal capacity.  

5.6 Where employees have difficulty expressing themselves because of language or 
other difficulties they may like to seek help from trade union or other employee 

representatives or from colleagues. 

5.7 All proceedings and associated documentation must be kept confidential as far 

as is practicable. 

5.8 No employee will suffer any detriment for raising a grievance in good faith, or 
for assisting a colleague to do so.  

6. Malicious Intent 

6.1. If investigation reveals that the grievance was not raised in good faith and or 

made with malicious intent, a separate disciplinary investigation will be 
considered. 

7. Timescales 
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7.1 The timescales set out in this Policy may be varied by mutual agreement for 
operational or availability reasons.  Where no such agreement has been 
reached and the prescribed time limit has not been adhered to the employee(s) 

or their representative shall be entitled to proceed to the next stage in the 
procedure.  

7.2 The point at which the procedure is entered may also be varied, as appropriate, 
following advice from People Services and by mutual agreement of the 
employee and relevant line manager. 

8. Informal Discussions 

8.1 Employees who have a grievance about their employment should aim to discuss 

it informally with the relevant employee/line manager in the first instance.  The 
majority of concerns should be resolved at this stage. 

8.2 If the grievance cannot be solved at this stage, or is not appropriate for an 
informal approach, then either the employee or the line manager may refer to 
the formal stage. 

9. Formal Grievance Procedure 

Stage 1: Formal Grievance Meeting  

9.1 If an employee or group of employees have a serious grievance, and/or wishes 
to raise the matter formally, they should either via their Trade Union 

representative or directly, set out the grievance in writing to their line manager. 
(See Appendix 1: notification of a formal grievance)  

9.2 If the grievance is in relation to their line manager then they may forward it to 

the next level above in the management chain e.g. the grievance is not 
appropriate to be submitted to the Supervisor and therefore would be 

submitted to the Team Manager.  

9.3 The notification should stick to the facts and avoid language that is insulting or 
abusive and must clearly explain what the grievance is and what satisfactory 

resolution of the grievance may be for the employee. 

9.4 The line manager receiving the formal grievance shall ensure that a member of 

People Services is informed and involved. 

9.5 Consider whether similar grievances have been raised before, how they have 
been resolved, and any follow-up action that has been necessary. This allows 

consistency of treatment. 

9.6 Consider arranging for an interpreter where the employee has difficulty 

speaking English 

9.7 Consider whether any reasonable adjustments are necessary for a person who 
is disabled and/or their representative. 
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9.8 At this stage, and should the grievance be complex, it may be appropriate for 
an initial investigation prior to the formal meeting as detailed in 9.9 below.  
Should this be required, the potential of an investigation shall be discussed with 

the employee and subsequently People Services will arrange for a suitable 
independent investigating manager (at a level not lower that the manager 

receiving the grievance). Timescales etc. will be agreed as appropriate. 

9.9 The line manager shall arrange for a meeting to take place to consider the 
grievance within 10 working days of its receipt, or within 10 days of the 

submission of any investigation report, as appropriate.   

9.10 The meeting shall involve the employee(s), their representative (should the 

employee wish), the line manager and a member of People Services.   

9.11 Within 3 working days of the meeting, the line manager shall write to the 
employee(s) giving the decision on the grievance and the reasons for the 

decision.  The employee will be given the right of appeal. 

Stage 2: Right of Appeal and Appeal Meeting  

9.12 Should the employee(s) continue to be aggrieved in respect of the original 
complaint, they shall within 10 working days, either via their Trade Union 

representative or directly, write to the Managing Director setting out the 
reasons why they continue to be aggrieved and the reasons upon which they 
wish to appeal the decision taken in Stage 1. (See Appendix 2: notification of a 

Stage 2 Grievance APPEAL)  

9.13 The Managing Director shall reply to the letter of appeal within 10 working days 

of receipt and arrange for a meeting to take place within a reasonable time 
frame.   

9.14 In cases where the grievance has been raised by a Head of Service or above, 

the appeal must be heard by a convened Appeals Committee made up of 
members of the Personnel and General Purposes Committee.   

9.15 The Managing Director reserves the right to delegate the appeal meeting to 
either a Head of Service or Corporate Director level, as appropriate, depending 
on the level at which the grievance was originally raised.  

9.16 The meeting shall involve the employee(s), their representative (should the 
employee wish), the Managing Director (or designate) and the Head of People 

Services 

9.17 Within 3 working days of the meeting, the Managing Director (or designate) will 
write to the employee(s) giving the decision on the grievance appeal and the 

reasons for the decision.   

9.18 Once the meeting has taken place as in 9.13 above, the internal procedure in 

relation to the grievance is exhausted and there is no further right of appeal.   
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10. Grievances and the well-being of employees 

10.1 A grievance process can be stressful for everyone involved. Sometimes a 

process may cause extreme distress or impact on a person’s mental health. 
Where there are signs of that happening to anyone involved in the process, the 
Council will consider whether the process can be adjusted in some way to 

support the wellbeing of the individual. 

10.2 In some cases, it might be appropriate for the Council, with the agreement and 

involvement of the individual, to seek Occupational Health guidance as to how 
the grievance process can proceed fairly. If there are clear and repeated signs 
of distress, the Council will signpost the individual to the Employee Assistance 

Programme, or suggest that the individual seeks advice from a GP.  

10.3 If someone has an existing mental health condition which they have previously 

disclosed as a disability, the Council will make reasonable adjustments to the 
process. 

11. Ex employees 

11.1 If an employee wishes to raise a grievance after they have left the Council, it 
should be sent in writing to People Services.  The Council is not obliged to 

investigate or respond to the complaint but may decide to do so if it is deemed 
appropriate. 

12. Mediation 

12.1 At any stage in the procedure it may be appropriate to consider mediation.  

This could be managed internally or with the assistance of an external 
facilitator.  If this is a sensible solution this will be provided at no cost to the 
employee and should be entered into by all parties, in a positive manner.  If 

mediation is recommended in a formal grievance and employees will not 
engage with the process there may be no more steps to resolve matters that 

the Council is prepared to take. 

12.2 Mediation is a completely voluntary and confidential form of alternative dispute 
resolution. It involves an independent, impartial person helping two or more 

individuals or groups reach a solution that's acceptable to everyone. The 
mediator can talk to both sides separately or together. Mediators do not make 

judgements or determine outcomes - they ask questions that help to uncover 
underlying problems, assist the parties to understand the issues and help them 
to clarify the options for resolving their difference or dispute. 

12.3 The overriding aim of workplace mediation is to restore and maintain the 
employment relationship wherever possible. This means the focus is on working 

together to go forward, not determining who was right or wrong in the past.  

13. Mediation may not be suitable if: 
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13.1. It is used as a first resort – because people should be encouraged to speak to 
each other and talk to their manager, under the informal part of the procedure, 
before they seek a solution via mediation 

13.2. If it is used by a manager to avoid their managerial responsibilities 

13.3. If a decision about right or wrong is needed, for example where there is 

possible criminal activity 

13.4. If the parties do not have the power to settle the issue 

13.5. If one side is completely inflexible and using mediation will only raise 

unrealistic expectations of a positive outcome. 

14. Responsibilities: 

14.1 Line Managers are responsible for: 

i. managing grievances through informal discussions in the first instance 

where appropriate.   

ii. complying with the grievance procedure where the informal discussions 
have not succeeded in resolving the employee’s grievance informally. 

iii. accurately recording the process and completing any relevant 
management documentation or investigations in a timely manner. 

iv. treating all individuals who file grievances equally and fairly 

v. preserve confidentiality at any stage of the process 

14.2 Employees who raise a grievance are responsible for: 

i. attempting to resolve any grievances informally with the employee / line 
manager. 

ii. following the grievance procedure where the informal procedure has been 
exhausted. 

iii. requesting an appeal on any formal decision 

iv. preserve confidentiality at any stage of the process 

14.3 People Services are responsible for: 

i. advice and guidance to line managers and employees as appropriate, 
supporting them in taking action in accordance with the agreed policy 

and procedures.    

ii. reviewing the continued relevance and appropriateness of the policy and 
procedure on a regular basis in line with the ACAS Code of Practice on 
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Disciplinary and Grievance Procedures, and for providing support and 
guidance to staff. 

15. Related Policies 

Disciplinary Procedure; Dignity At Work Policy; Whistleblowing Policy 

 

16. Appendix 1: Notification of a Stage 1 formal Grievance 

 

Notification of a Stage 1 formal Grievance 

To:  (level of manager to whom you 

should submit grievance) 

 

From:  

Job Title:  

Service Area:  

Date:  

 

Dear   

I wish to take a formal grievance out against ___________________________ in line 

with the Grievance Policy & Procedure. 

The details of my grievance are shown below: 

 

 

 

 

 

 

A satisfactory resolution of the grievance may be: 
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Yours sincerely 

Signature ____________________   Name _______________________________ 

The manager shall arrange for a meeting to take place to consider the grievance within 10 working days of receipt, or 

within 10 days of the submission of any investigation report, as appropriate, or if an extended period for response is 

mutually agreed 

17. Appendix 2 Notification of a Stage 2 Formal Grievance APPEAL 

Notification of a Stage 2 Formal Grievance APPEAL 

To:   The Managing Director 

From:  

Job Title:  

Service Area:  

Date:  

 

Dear 

On date:                 , my Stage 1 formal grievance against ____________________ 

was heard by ______________________. 

I am not satisfied with the outcome of this meeting and would like to appeal to the 

Managing Director for a further hearing of my grievance.  In line with the Council’s 

Grievance Policy & Procedure, I have submitted my appeal within 10 working days of 

the response to the initial formal grievance. 

The reasons why I continue to be aggrieved: 

 

 

 

 

The reasons upon which I wish to appeal the decision taken in Stage 1. 
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Yours sincerely 

Signature ____________________   Name _______________________________ 

The Managing Director shall reply to this notification within 10 working days of receipt and arrange for a meeting to 

take place within a reasonable time frame  


