
Reviewed by: Gwen Green. 
Approved by ATD Board: 26/02/2021. 

Page 1 of 7 
 

Abbeyfield The Dales Limited - Policy & Procedure / Good Practice Guidelines  
Policy Ref: S014P  
Effective Date: February 2021 
Next Review Date: February 2024 
 

Grievance 
 

1. Background 
Abbeyfield The Dales (ATD) is committed to providing a fair and transparent process for the 
handling of grievances and wherever possible addressing the issues with the aim to settle them 
informally in the first instance, as soon as they arise. Where some form of informal or formal action 
is needed, ATD will ensure that issues are raised and dealt with promptly, fairly and consistently in 
accordance with the provisions of this policy and procedure. 

 

2. Objectives 
ATD is committed to providing services that enhance the quality of life for older people and 
developing services that will meet the needs of future generations. This commitment is based on 
the Mission and Values of ATD. ATD will also comply with all relevant and current legislation. 

The aim of this policy is to set down the procedures to be followed to address and to resolve 
problems and concerns that employees may have about their work, working conditions or 
relationships with colleagues. 

The outcome of the procedure, where possible, should be to have resolved concerns, issues and 
conflict to enable all parties involved to move on and ensure their continued satisfaction and 
commitment to all aspects of their work. 

 

3. Scope 
This policy and procedures apply to all employees of ATD, including managers. 

This policy applies to both individual and collective grievances, and where there is a difference in 
policy or procedure between the 2, this will be made clear at the relevant point. 

 

4. Policy 
The outcome of the procedure, where possible, should be to have resolved concerns, issues and 
conflict to enable all parties involved to move on and ensure their continued satisfaction and 
commitment to all aspects of their work. 

This policy does not form part of any employee's contract of employment and it may be amended 
at any time. We may also vary the procedures set out in this policy, including any time limits, as 
appropriate in any case. 

4.1. Informal Discussions 
It is anticipated that most concerns which the employee(s) may have can be dealt with 
informally through discussion. Therefore, the employee(s) should, wherever possible, 
discuss their concerns informally and directly with their manager in the first instance. 

The formal procedure contained within this policy should only be used in circumstances 
where the employee(s) considers that these informal processes have failed. 
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4.2. Definitions 
Grievances are concerns, problems or complaints about an action which an employer has 
taken or is contemplating taking in relation to an employee.  Common examples of issues 
giving rise to such grievances include: 
• terms and conditions of employment. 
• health and safety. 
• working relations. 
• new working practices. 
• organisational change; or 
• equal opportunities. 

4.3. Roles & Responsibilities 
4.3.1. Manager’s Responsibilities 

Managers are responsible for addressing any concerns raised with them by their 
employees on an informal basis in the first instance. The manager should keep a note 
of what was discussed, the details of the concerns of the employee(s) and what was 
decided/action taken. These records may be used at any later formal stage. 

They are responsible for contacting a member of the Senior Management Team 
(SMT) where a formal individual or collective grievance is raised to obtain advice and 
guidance.  

4.3.2. Senior Management Team (SMT) 
The role of SMT will be to advise managers and employees on all aspects of the 
grievance process; this may be done in conjunction with advice from the external HR 
consultancy service when required. 

4.3.3. Nominated Representatives (Collective Grievance Only) 
Employees wishing to pursue a collective grievance should nominate individuals to 
represent their interests throughout the process. These people will be referred to as 
‘nominated representatives’ and do not need to be the same individuals at each stage 
of the process. 

Nominated representatives will be responsible for representing the interests of all 
employees in the collective grievance, including presenting the case for the grievance 
at meetings. 

Employees using this procedure must be aware that they cannot then use the 
Individual Grievance Procedure for raising the same issue. 

The maximum number of representatives allowed throughout the collective 
grievance procedure is as follows: 

No. of employees with grievance Maximum no. of nominated reps 

2 – 5 2 
6 – 12 3 
13 – 20 4 
21+ 5 
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4.4. Mediation 
It may be appropriate in some circumstances for mediation to be provided when a grievance 
relates to a relationship difficulty between two or more individuals. All parties involved 
would need to agree to a process of mediation and be prepared to make a real commitment 
to achieve a resolution for it to be successful; managers dealing with grievances may wish to 
consider proposing this option at any stage of this procedure as an alternative to the formal 
grievance processes. 

Mediation would be facilitated by an independent manager within ATD or in some 
circumstances by an external professional and would be arranged by a member of SMT. 

 

5. Finance, Value for Money & Social Value 
N/A 

 

6. Supported Appendices 
Appendix 1 – Procedure guide (individual grievance) 
Appendix 2 – Procedure guide (collective grievance) 

 

7. Linked Policies 
Disciplinary (S008P) 

 

8. Legislation/Regulation 
ACAS Code of Practice on Disciplinary and Grievance procedures 

 

9. Review 
Every 3 years, subject to any regulatory or legislative updates. 

 

10. Procedure/Guidance 
Appendix 1 – Procedure guide (individual grievance) 
Appendix 2 – Procedure guide (collective grievance) 
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Appendix 1 
Formal procedure for an individual grievance 
 

Stage 1 – Written notification of grievance 
If an employee submits a grievance in writing to his or her immediate line manager this will trigger the 
formal procedure. This should be done as soon as it becomes clear that informal discussion has failed. 
The employee should provide as much information as possible regarding the nature of the grievance and 
include a statement as to what action they believe could be taken to resolve the grievance. 

If an employee’s immediate line manager is the subject of the grievance and for this reason the 
employee does not wish it to be heard by them, the employee has a right to have the grievance heard 
by another manager of equal seniority within ATD.  In such cases, the written grievance should be 
forwarded to a member of the Senior Management Team (SMT) who will identify an appropriate 
manager. 

If the subject of the grievance is the Chief Executive, the matter will be heard by a Trustee nominated 
by the Board of Trustees. 

Stage Two - Meeting 
The individual hearing the grievance should invite the employee to a meeting within 14 days of the 
grievance being issued. 

The employee has the right to be accompanied at the meeting by either a trade union representative or 
a work colleague not acting in any legal capacity at the meeting and will be given a copy of this policy 
and procedure. 

The meeting will be conducted in accordance with process set out below (Grievance Meetings) and the 
emphasis will be on open and frank discussion of the issues with a view to seeking a satisfactory 
resolution. 

The manager hearing the grievance may initiate an investigation into the grievance either before or after 
the Stage 2 meeting. If an investigation is necessary, the employee may be invited to an investigatory 
meeting either before or after the Stage 2 meeting. Any investigation may be conducted either by the 
individual hearing the grievance or by a third party. The employee must fully co-operate in any 
investigation. 

The investigation will be conducted as soon as possible and usually within 14 days of the grievance being 
raised or the grievance meeting if such took place. If the matter is particularly complex and cannot be 
completed within this timeframe, this can be extended at the manager’s discretion. 

After the investigation has been concluded (where necessary) and the Stage 2 meeting, the employee 
will be informed in writing within 14 days of the date of the Stage 2 meeting of the decision of the 
manager and of their right of appeal under Stage Three. 

Where it is felt that there is a need for further time to consider the outcome, the manager will confirm 
this to the employee, along with the date by which a decision will be made and communicated. 

Stage Three – Appeal 
When an employee considers that the grievance has not been satisfactorily resolved under Stage Two, 
they may take up the matter with a Manager equivalent to or more senior to that of Stage 2 (the Appeals 
Manager). 

If the employee wishes to appeal, they must write to a member of the Senior Management Team within 
5 days of receipt of the decision stating full grounds of appeal. Having been nominated by SMT, the 
Appeals Manager will arrange to meet the employee and their representative within 28 days of receiving 
the employee’s request for the matter to be taken to this stage. The employee has the right to be 
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accompanied at the meeting by either a trade union representative or a work colleague not acting in any 
legal capacity at the meeting. 

The details of this meeting will be confirmed in writing. 

The Manager will then consider the matter and will communicate their decision in writing within 14 
days. 

This will be the final stage of the procedure. 

Grievance Meetings 
The following key points will be considered by the manager hearing the grievance at Stage Two or Stage 
Three: 
• The employee (or representative) will be asked to set out the basis of their case and how they would 

like to see it resolved 
• Where appropriate relevant witnesses may be invited to the meeting and the individual chairing the 

meeting, the employee and their representative may ask the witness questions 
• In exceptional circumstances, it may be appropriate for witnesses or the information provided by 

witnesses to remain confidential. This decision will be made by a member of SMT on an individual 
basis 

• An open discussion of the issue will take place 
• An adjournment can be requested by any party at the meeting and where reasonable, agreed for a 

reasonable period bearing in mind the need to deal with the matter as quickly as possible 
• ATD reserves the right to record the meeting. 

Procedure for Ex-Employees 
Where a grievance is submitted by an ex-employee, consideration will be given dependent on the 
circumstances and issues raised, as to the most appropriate way in which to address the grievance.  
Advice from SMT should be sought where a grievance is received from an ex-employee. 
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Appendix 2 
Formal procedure for a collective grievance 
 

Stage 1 – Written notification of collective grievance 
The grievance should be submitted in writing by the nominated representatives to the immediate line 
manager. This should be done as soon as it becomes clear that informal discussions have failed.  The 
letter must include the names, job titles and contact details of the nominated representatives; it must 
also be signed by all employees the grievance applies to, to confirm that they give consent to be 
represented by the nominated representatives. 

The letter should provide as much information as possible regarding the nature of the grievance and 
include a statement as to what action the group collectively believes could be taken to resolve the 
grievance. 

If the immediate line manager is the subject of the grievance, then it will be heard by another manager 
of equal seniority within ATD. In such cases, the written grievance should be forwarded to a member of 
the Senior Management Team (SMT) who will identify an appropriate manager. 

If the subject of the grievance is the Chief Executive, the matter will be heard by a Trustee nominated 
by the Board of Trustees. 

Stage Two- Meeting 
The manager hearing the grievance should invite the nominated representatives to a meeting within 14 
days of the grievance being issued. 

The nominated representatives have the right to be accompanied at the meeting by a colleague or a 
trade union representative not acting in any legal capacity at the meeting and will be given a copy of this 
policy and procedure. 

Prior to the meeting, the nominated representatives should inform the manager hearing the grievance 
of the names of the people whom will be attending the meeting in their capacity of nominated 
representatives; the names of any witnesses they wish to attend; and, if applicable, the name of the 
representative that they wish to be present. 

The meeting will be conducted in accordance with the process set out below (Grievance Meetings) and 
the emphasis will be on open and frank discussion of the issues with a view to seeking a satisfactory 
resolution. 

The manager hearing the grievance may initiate an investigation into the grievance either before or after 
the Stage 2 meeting. If the investigation is necessary the nominated representatives may be invited to 
an investigatory meeting either before or after the Stage 2 meeting. Any investigation may be conducted 
either by the individual hearing the grievance or by a third party. The nominated representatives must 
fully co-operate in any investigation. 

The investigation will be conducted as soon as possible and usually within 14 days of the grievance being 
raised or the grievance meeting if such took place. If the matter is particularly complex and cannot be 
completed within this timeframe, this can be extended at the manager’s discretion. 

After investigation has been concluded (where necessary) and the Stage 2 the meeting, the nominated 
representatives will be informed in writing, within 14 days of the date of the Stage 2 meeting, of the 
decision of the manager and of their right of appeal under Stage Three. 

Where more time is needed to consider the outcome, the manager will confirm this to the nominated 
representatives, with the date when a decision will be made and communicated. 
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Stage Three – Appeal 
If most employees (51%) consider that their grievance has not been satisfactorily resolved under Stage 
Two, they can appeal the decision. The purpose of the appeal is not to rehear the grievance but to 
consider any new facts or information which could change the original decision. 

The nominated representatives should specify in writing the grounds for their appeal and this must be 
sent to a member of SMT within 5 days of receipt of the decision. The member of SMT will arrange for 
an appropriate manager to hear the appeal (the Appeals Manager). The Appeals Manager will be an 
equivalent manager or manager more senior to the manager who chaired the Stage Two meeting. 

Having been nominated by the member of SMT, the Appeals Manager will arrange to meet the 
nominated representatives and their representative within 28 days of receiving the appeal. The details 
of this meeting will be confirmed in writing. The nominated Representatives have the right to be 
accompanied at the meeting by either a trade union representative or a work colleague not acting in any 
legal capacity at the meeting. Prior to the meeting, the nominated representatives will inform the 
Appeals Manager of the names of the people whom will be attending the meeting in their capacity of 
nominated representatives; the names of any witnesses they wish to attend; and, if applicable, the name 
of the representative that they wish to be present. 

The Appeals Manager will consider the matter following the appeal hearing and will communicate their 
decision in writing, to the nominated representatives, within 14 days of the appeal meeting. 

This will be the final stage of the procedure. 

Grievance Meetings 
The following key points will be considered by the manager hearing the grievance at Stage Two or Stage 
Three: 
• The nominated representatives (or their representative) will be asked to set out the basis of their 

case and how they would like to see it resolved 
• Where appropriate, relevant witnesses may be invited to the meeting and the individual chairing 

the meeting, the employee and their representative may ask the witness questions 
• In exceptional circumstances, it may be appropriate for witnesses or the information provided by 

witnesses to remain confidential. This decision will be made by SMT on an individual basis 
• An open discussion of the issue will take place 
• An adjournment can be requested by any party at the meeting and where reasonable, agreed for a 

reasonable period bearing in mind the need to deal with the matter as quickly as possible 
• ATD reserves the right to record the meeting. 


