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1  INTRODUCTION  
 
1.1 NHS Coventry and Warwickshire Integrated Care Board (‘the ICB’) recognises that an agreed and 

practical procedure for the settling of grievances can contribute significantly to promoting and 
maintaining good employment relations. 
 

1.2 The purpose of this policy is to ensure that all grievances are resolved as quickly as possible and 
also, wherever practicable, at the level at which they arise without any fear of recrimination.  

 
1.3  For clarity, the term grievance means a source of dissatisfaction to an individual regarding their 

employment or the application and/or interpretation of their terms and conditions of employment, 
including any policies. As an example, an employee may raise a grievance on any reasonable 
grounds relating to their employment, for example redundancy payments, unauthorised deductions 
from pay, new working practices; (also see paragraph 1.7 below).  

 
1.4  Any employee, or group of employees, who wishes to raise a grievance directly relating to their 

employment has the right to express that grievance. This policy and the supporting procedure provide 
the necessary process for resolving a grievance as speedily as possible.  

 
1.5 It should be noted that ACAS guidance, revised in 2014, no longer advises that an ex-employee may 

raise a Grievance through their previous employer’s policy. However, where a grievance is formally 
raised by an ex-employee via this policy, and it relates to current/ongoing issues which may affect 
current ICB employees, HR advice should be sought. If appropriate, an investigation may be 
undertaken into the issues raised by the relevant line manager, or other appropriate manager.    

 
1.6 The Grievance Policy applies to the following individuals in accordance with all legal  
       requirements and ACAS guidance:- 
 

• All staff directly employed by the ICB. 
• Individuals covered by a letter of authority, honorary contract or Work Experience 

agreement who undertake duties on behalf of either ICB and where the policy explicitly 
applies within their document of engagement. 

 
Agency workers are required to abide by the ICB’s policies and procedures to ensure their health, 
safety and welfare whilst working for the ICB. Whilst they are not covered by this policy, any grievance 
which would otherwise be dealt with under this policy must be raised with their relevant employing 
agency in order that consideration may be given by the agency to applying their own grievance 
policy/procedure as appropriate. The agency would then liaise with the ICB manager as necessary. 

 
1.7 A grievance is a concern, complaint or issue that is raised by an employee of the ICB in relation to 

their work, rights or entitlements, during their employment. Issues that may cause grievances include:  
 

• Terms and conditions of employment. 
• Health and Safety. 
• Work Relations (but see paragraph 1.8 below).  
• Changes to Working Practices implemented outside the Management of Change 

Policy. 
 
1.8 Allegations of bullying or harassment should be raised and investigated under the ICB’s Dignity at 

Work Policy. However, where a work relationship is affected detrimentally, and is being affected by 
behaviour which falls short of bullying or harassment as defined in the Dignity at Work Policy, one or 
more individuals affected by that behaviour may raise a grievance under this policy. This will be dealt 
with in the same way as any other grievance under this policy by the line manager, (or senior manager 
if the line manager is the subject of the grievance).    
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1.9 This policy does not cover the following:- 
  

• Matters which cannot be directly resolved by the ICB e.g. nationally negotiated terms 
and conditions of service, National Insurance, Income Tax etc.  

• Matters which already have an existing appeals mechanism e.g. as within the 
Management of Change Policy.  

• Matters that relate to bullying and/or harassment – dealt with under the ICB’s Dignity 
at Work Policy.  

• Matters that relate to discrimination or any other disciplinary matter which are dealt 
with under the ICB’s Disciplinary Policy. 

• Matters relating to the Public Interest Disclosure Act and whistleblowing which are 
dealt with in line with the ICB’s Whistleblowing Policy.  

• Related matters which have already been considered under the Grievance Policy 
within the last 12 months, where no new evidence or further incidences have occurred.  

 
2  PRINCIPLES  
 
2.1.  Any matter raised under this policy will be dealt with promptly and confidentially  
 
2.2. An employee has the right to be accompanied by their Trade Union representative or a work colleague 

at all formal stages of the procedure.  
 
2.3  The manager will be supported by a Human Resources representative at every stage of the procedure 
 
2.4  Wherever possible, normal working will continue throughout the grievance process until resolution 

has been reached. Where this is considered not possible, or there is disagreement, the matter should 
be referred as appropriate to the relevant senior manager/Director for the service concerned, with 
advice from Human Resources.  

 
2.5  Complaints about any disciplinary action should be dealt with as an appeal under the Disciplinary 

Policy. 
 
2.6  Grievances raised by an employee whilst subject to disciplinary proceedings will usually be heard 

only when the disciplinary process has been completed. However, in instances where the grievance 
has a bearing on the disciplinary proceedings, the grievance can be raised as a relevant issue in the 
course of the disciplinary proceedings, and a decision taken by the line manager or their Director 
whether or not to suspend the disciplinary investigation. If that process is suspended and the initial 
investigation into the grievance finds that the grievance and disciplinary cases are related, the 
decision should be taken either to address the grievance first, or if practical to deal with both matters 
concurrently. If the grievance complaint is found to have no bearing on the matters being investigated 
under the disciplinary process the disciplinary proceedings will continue. 

 
2.7  Data is held and destroyed in accordance with provisions of the Data Protection Act 2018 and any 

Authority policy which derives from that Act. 
 
2.8  The ICB will ensure that all managers who may be involved in grievance matters are suitably trained 

and have the necessary knowledge and skills.  
 
2.9 The status quo (i.e. the working and management arrangements which applied before the grievance 

or dispute) should operate until this procedure has been exhausted.  If the time limits for exhausting 
the procedure are exceeded, the status quo position will be jointly reviewed by the management and 
staff sides. 
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3 RESPONSIBILITIES 
 
3.1  Line Manager Responsibilities 
 

• Ensure that employees are aware of the Grievance Policy and the process for raising a 
grievance should that be necessary; 

• Discharging their managerial duties in the process in a way that does not demean, devalue, 
or intimidate employees. 

• Carrying out any necessary investigations, to establish the facts of the case. 
• Ensure that there is a supportive working environment by encouraging a culture that values 

diversity and shows dignity and respect. 
• If a member of staff raises a grievance under this policy, (informally or formally), ensure they 

execute their duty to consider it and take appropriate action, as necessary with HR advice;  
• Whenever possible, take prompt action to address and/or pre-empt any issues, which could 

potentially lead to a grievance being raised under this policy, at the earliest opportunity. This 
includes applying the informal process within the policy to address issues in the first instance. 

• Consider if Wellbeing Assessment and Action Plan needs to be completed – found within the 
ICB’s Managing Absence Policy 

• Asking at an early stage what outcome the employee wishes to see from the grievance 
process. 

• Acting consistently. 
• Maintaining confidentiality throughout the process. 
• Adhering to the spirit of this policy and procedure, and conducting themselves with integrity 

throughout the process, maintaining mutual respect and a professional approach. 
• Ensure the employee’s Health and Wellbeing is considered throughout the process and the 

correct support is put in place as necessary e.g. referral to Occupational Health, counselling 
or other external support. 

• Recognising the responsibility to return to business as usual, once the proceedings have 
finished, acting professionally to move on from the issues that were dealt with. 

• Ensure that they attend any training sessions instigated by the ICB.  
• Keep appropriate written documentation relating to any grievances raised and actions taken 

to address them. 
 
 
3.2  Employee Responsibilities 
  

• Making their manager (or HR) aware of their grievance as soon as possible.  
• Raising and dealing with issues promptly and not unreasonably delaying meetings, decisions 

or confirmation of those decisions. This will include working within the timescales defined 
within the policy. 

• Confirming at an early stage what outcome they wish to see from the grievance process. 
• Acting consistently. 
• Wherever possible, resolving grievances informally with their immediate manager. 
• Understanding that, wherever possible, all grievance proceedings and records shall remain 

confidential. If investigation is required, recognising that there may be a need to disclose the 
source and detail of the grievance, and therefore, understanding that a promise of 
confidentiality or anonymity cannot not be given as it could hamper an investigation.   

• Where employees feel that they are being bullied or harassed, raising such matters via the 
Dignity at Work Policy. 

• Where employees wish to raise concerns about possible malpractice at work (e.g. fraud) 
referring to the Whistleblowing Policy. 
 

 
3.3        Human Resources Responsibilities 
 

• Assisting managers in the fair and consistent application of the policy; 
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• Provide advice to employees and managers concerning issues raised under this policy; 
• Supporting mediation where agreed as an appropriate option at the informal stage, as well as 

investigations and presentations of evidence during the formal stage of the procedure; 
• Providing advice and guidance during the appeal process. 
• Providing training on the application of this policy as requested by the ICB. 

 
 
4  Scheme of Delegation 
 

 
Informal procedure 
 

 
Line Manager or equivalent level manager from 
elsewhere within the ICB 

 
Stage 2 - Formal Resolution 
 

 
Line manager or equivalent level manager from 
elsewhere within the ICB or the line manager’s direct 
manager if the line manager has been previously 
involved or implicated 
 

 
Appeal following Stage 2 – 
Formal Resolution 

 
Line Manager’s manager or equivalent who has not 
previously been involved or implicated 

 
 
 
5 Recording of Meetings 
 
5.1 Only in certain limited circumstances may meetings be electronically recorded, and only with the prior 

express agreement of all parties. 
 
 
6        Procedure 

 
Stage 1 – Informal Resolution  

 
6.1  Any employee who wishes to express a grievance should first discuss the issue with their immediate 

line manager (or senior manager if the line manager is the subject of the grievance). This provides an 
opportunity for issues to be resolved without recourse to the formal procedure.  

 
6.2      Managers and employees will be expected to make full use of the informal process before moving 

onto the Formal Resolution. The Line Manager should gather all the relevant information and discuss 
their findings with the employee who raised the Grievance.  

 
6.3.  The Line Manager (or Senior Manager, if appropriate) should arrange to meet informally with the 

employee(s) who raised the grievance to discuss the matter and to identify what needs to be done to 
resolve the situation. At this informal stage the meeting may proceed without an HR representative, 
or trade union representative present. However, if the manager wishes to be accompanied by an HR 
representative, the employee may be accompanied by a trade union representative or work colleague.  

 
6.4.  The purpose of the meeting is to have an open and honest discussion so that both parties have a 

clear understanding of why the individual is feeling dissatisfied or aggrieved and how matters can be 
resolved to the satisfaction of all parties. It is particularly important that the individual is clear on what 
outcome they are seeking to remedy the situation, and also equally important that the manager is 
able to explain what remedies are possible in the particular circumstances. All parties should 
approach this meeting in a positive way with the key aim of being able to resolve the issue to 
everyone’s satisfaction.  
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6.5.  To assist the resolution of issues, support through third party mediation may be offered, if appropriate, 
during the informal stage to minimise formal procedures and seek quicker resolutions. Any third-party 
mediation will be carried out by an individual who has not been previously involved with the issues 
under consideration. Advice and guidance regarding options for mediation should be sought from HR 
(see Section 7 of this policy).  

 
6.6.  The working and management arrangements which applied before the grievance will operate until 

agreement has been reached or the procedure has been exhausted. This is commonly termed 
“maintaining the status quo". However, this will not apply where the continuation of the working and 
management arrangements would constitute an illegal act or a health and safety risk. In such 
circumstances, alternative arrangements would be put in place.  

 
6.7.  Both manager and employee(s) should keep an agreed written note of the informal meeting, including 

details of any action to be taken in resolving the grievance. If the grievance is not resolved at the 
informal stage, the employee has the right to follow the formal procedure as outlined below.  

 
6.8 Informal resolutions to Grievances relating to the Accountable Officer will be discussed with the ICB 

Chair and/or an appropriate Governing Body Lay Member.  
 

Stage 2 – Formal Resolution  
 
6.9  Attempts must be made to resolve the matter informally, depending on the nature of the employee’s 

complaint. However, if the employee remains dissatisfied with the outcome, they may insist on the 
matter proceeding to a full grievance hearing. Additionally, should the matter not be resolved 
informally at Stage 1, or where the issue is felt to be more serious, the employee has the right to raise 
the matter formally.  

 
6.10 To initiate the formal resolution process, the employee should set out the details of the grievance and 

desired outcome in writing and send the written complaint to their line manager. Should they feel 
unable to do this, the grievance should be submitted to another manager from their department, or to 
Human Resources.  

 
6.11  Any manager receiving a formal grievance must act upon the matter promptly and must also notify 

Human Resources.  
 
6.12 The manager dealing with the grievance must invite the employee to a formal meeting, to allow the 

employee to discuss their grievance. The employee must inform the employer of the basis for the 
grievance.  

 
6.13 This meeting should be held as soon as possible, ideally within 5 working days, but no later than 15 

working days after receipt of the grievance. All parties must take all reasonable steps to attend this 
meeting. If this cannot be achieved, the reasons for delay are to be recorded. The timing and location 
of the meetings must be reasonable to all parties.  

 
6.14 Wherever possible, it is expected that resolutions will be presented at the meeting by the manager 

hearing the grievance. However, it may be necessary to adjourn the meeting to further investigate the 
issues. 

 
6.15  Where it is not possible to meet this timescale because further investigation is required, any extension 

to the deadlines set out in this procedure should, if possible, be agreed with the complainant. Reasons 
for the extensions must be recorded and an estimation of the revised timescale given.  

 
6.16 The grievance should be fully investigated, and the employee informed of any decision in writing 

within a further 10 working days of the meeting.  
 
6.17  Parties to the grievance are required to take all reasonable steps to meet the timescales outlined. 

Where this is not possible, the parties must keep each other informed and proceed without delay.  
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6.18  All meetings will be conducted in a manner which enables both sides to put forward their cases. Where 

necessary, managers should seek advice from Human Resources, who will have a representative at 
the meeting if required.  

 
6.19  In cases where two or more employees raise a grievance on the same issue, this will be known as a 

“Collective Grievance”.  In such cases, an appropriate representative may set out details of the 
grievance in writing on behalf of the employees.  An appropriate representative shall be defined as 
a Trade Union Representative or a nominated employee representative.  

 

7 Mediation  

7.1  Mediation is a voluntary process and may be considered at any stage of the informal or formal 
procedure to help resolve issues between individuals. It may be used in situations such as:  

• Dealing with conflict between colleagues or between a line manager and staff;  
• Rebuilding relationships after a formal dispute has been resolved;  
• Addressing a range of issues including relationship breakdown, personality clashes, 

communication problems etc.  
 
7.2  It should be noted that not all cases will be suitable for mediation and that both parties must be in 

agreement for it to go ahead.  
 
7.3  Should mediation be considered an option; this must be discussed with an HR Adviser who may 

suggest an independent mediator to take the matter forward.  
 
7.4  As a key part of the mediation process, the mediator will be in charge of the process of seeking to 

resolve the issue, but not the outcome, which must be arrived at and agreed by the individuals.  
 
7.5  It should be noted that mediation will incur a cost to the employing ICB; accordingly, approval to the 

funding for mediation must be obtained by the relevant authorised budget holder before committing 
to this process. 

 
8  Appeals  

 
8.1  Following the formal resolution stage, if the employee considers that the grievance has not been 

satisfactorily resolved, then they must inform the employer that they wish to appeal against the 
decision of the manager hearing the formal grievance. An appeal must be made in writing to the 
employee’s service Director, within 5 working days of the employee being informed in writing of the 
outcome of the formal resolution stage.  

 
8.2     The written appeal must state the grounds on which the appeal is being made in  

      line with one of the following reasons:- 
 

(i) The correct process was not followed  
(ii) New evidence is available  
(iii) The outcome was wrong e.g. existing evidence was not considered properly; parts of the 

outcome were inconsistent; the outcome was unfair.  
 

8.3  Should the appeals procedure be invoked; the employee will be invited to an appeal meeting. The 
appeal meeting will be chaired by an appropriate manager in line with the scheme of delegation (see 
Section 4 of this policy). This meeting should take place within 10 working days following receipt of 
the written appeal.  Where this is not possible, reasons for the delay are to be recorded and agreed. 
The process to follow at the appeal hearing is provided as Appendix 1 of this policy. 
 

8.4  The employee should be informed of the outcome of the appeal in writing within 5 working days of the 
appeal meeting taking place. There is no further right of appeal.  
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8.5  In the case of a collective grievance which has not been resolved at Appeal level and where the group 

of staff remains aggrieved, a referral to ACAS may be made. In the interests of resolving the issue(s) 
all parties will co-operate in any resultant conciliation process. Alternatively, either party may seek 
arbitration as a final means of resolving any grievance; however, this will only be instigated by the 
agreement of all parties, with written terms of reference.  
 

9       Data Protection 

9.1 In applying this policy, the ICB will have due regard for the Data Protection Act 2018 and the 
requirement to process personal data fairly and lawfully and in accordance with the data 
protection principles. Data Subject Rights and freedoms will be respected, and measures will 
be in place to enable employees to exercise those rights. Appropriate technical and 
organisational measures will be designed and implemented to ensure an appropriate level of 
security is applied to the processing of personal information.  Employees will have access to a 
Data Protection Officer for advice in relation to the processing of their personal information and 
data protection issues”. 

 
10       Equality 

10.1 In applying this policy, the ICB will have due regard for the need to eliminate unlawful discrimination, 
promote equality of opportunity, and provide for good relations between people of diverse groups, in 
particular on the grounds of the following characteristics protected by the Equality Act (2010); age, 
disability, gender, gender reassignment, marriage and civil partnership, pregnancy and maternity, 
race, religion or belief, and sexual orientation, in addition to offending background, trade union 
membership, or any other personal characteristic.  

 
 11 Monitoring & Review 
   
 11.1 The application of this policy and procedure will be monitored by the Human Resources team, and 

the policy and procedure formally reviewed every 3 years in conjunction with ICB Board. Where review 
is necessary due to legislative change, this will happen immediately.  
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APPENDIX 1  
 

Grievance Appeal Procedure 
 
Appeals will normally be heard by the next senior manager above the line manager of the aggrieved 
employee, or an equivalent manager within the ICB who has not previously been involved in the investigation 
or implicated in the grievance itself. All appeals will include a representative of Human Resources wherever 
possible.  
 
The procedure for an appeal hearing is as follows:  

 
1. The employee(s) will present their case first, explaining the outstanding issues that are unresolved 

form their perspective and call any witnesses. 
 

2. The management side will then be able to ask any questions about the case the employee(s) have 
presented.  

 
3. The appeal panel members will also have an opportunity to ask any questions.  

 
4. The management side will then be asked to present their case to the panel, explaining the reasons 

for the action they have taken, including calling of any witnesses. 
 

5. The employee side may then wish to ask the appellant any questions about their case.  
 

6. The appeal panel members will also have the opportunity to ask any questions.  
 

7. Both parties may call an adjournment with the agreement of the panel members.  
 

8. Both parties will have the chance to sum up their case.  
 

9. There will then be an adjournment when both sides will be asked to leave the room while the appeal 
panel consider the information they have heard and reach their decision.  

 
10. The decision of the panel will be communicated to both parties verbally, following the adjournment 

wherever possible, and in any case will be confirmed later in writing (again to both parties), no later 
than 5 working days after the Appeal Hearing.  
 
 
 

 


