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Purpose of this document
Agincare believes that all employees should be treated fairly and with respect. Grievances
may be complaints or concerns about a wide range of issues, including the allocation of
work, your working environment or conditions, the opportunities that you have been given
for career development or the way in which you have been managed. A grievance raised will
be considered as constructive feedback to management and if applicable, will be used to
make any recommendations for continuous improvement.
Informal approach
If you are unhappy about the treatment that you have received or about any aspect of your
work, you should discuss this with your line manager, who will attempt to resolve the
situation on an informal basis. If you feel unable to approach your line manager directly, or
the issue may pertain to your line manager, you should approach their line manager or the
HR Department, who will discuss ways of dealing with the matter with you and will be able
to sign post you to the correct person to assist with this issue.
Mediation
It may be appropriate for the matter to be dealt with by way of mediation, depending on the
nature of your grievance. This involves the appointment of a third-party mediator, who will
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discuss the issues raised by your grievance with all of those involved and seek to facilitate a
resolution. Mediation will be used only where all parties involved in the grievance agree.
Formal grievance approach
Where attempts to resolve the matter informally do not work, it may be appropriate for you
to raise a formal grievance under this procedure. A formal grievance should be concerned
with the way in which you have been treated by the Company or managers acting on its
behalf. Grievances that amount to an allegation of misconduct on the part of another
employee will be investigated and dealt with under the disciplinary procedure and you will
be informed of this action. Grievances will be dealt with strictly in confidence.
The Company recognises that a formal grievance procedure can be a stressful and upsetting
experience for all parties involved. Everyone involved in the process is entitled to be treated
calmly and with respect. The Company will not tolerate abusive or insulting behaviour from
anyone taking part in or conducting grievance procedures and will treat any such behaviour
as misconduct under the disciplinary procedure.
Grievances Raised as Part of the Disciplinary Procedure
Grievances that you may have about any disciplinary action taken against you should be
dealt with as an appeal under the disciplinary procedure.
Where an employee raises a grievance during a disciplinary process the disciplinary process
may be temporarily suspended in order to deal with the grievance, however there is no legal
requirement to put the disciplinary on hold where the grievance is unrelated to the
disciplinary process. Where the grievance and disciplinary cases are related it may be
appropriate to deal with both issues concurrently. HR will make this decision in discussion
with relevant stakeholders.
Grievance Procedure
Stage 1 – Informal Investigation
Stage 2 – Formal Grievance Investigation Meeting and Outcome
Stage 3 – Formal Grievance Appeal Meeting
Right to Representation
Agincare’s Grievance policy and procedure follow ACAS guidelines. A person raising a
grievance has the right to be accompanied at any stage by a colleague who may be a fellow
employee, a member of a professional body or a trade union representative but not a
solicitor or barrister.
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The choice of companion is a matter for you, but the Company reserves the right to refuse
to accept a companion whose presence would undermine the grievance process. Please note
that individual workers are not obliged to agree to accompany you.
Grievance Raised after Employment has ended
If an employee has not raised a concern they have prior to leaving Agincare’s employment
they will have the opportunity to discuss any concerns they may have at the point of exit
interview/questionnaire.
If however, you have not done this and you wish to raise a grievance after your
employment has ended you should put it in writing, indicating it is a formal grievance and
send it to your line manager or HR within one month. Your written grievance should contain
a brief description of the nature of your grievance, including any relevant facts, dates and
names of individuals involved. You should also state how your grievance should be resolved.
We will decide how best to proceed and you will be informed of this within 10 working days
of the date we receive your written grievance. If requested a meeting may be arranged but
normally an investigation and a written response will be sent to you.
Contractual impact
Agincare’s policies and procedures are to be followed in conjunction with the requirements
of the contracts under which you provide services. There may be occasions where the
contract contains requirements which appear to contradict or be in addition to, standard
Company policy. In these instances you are to:
•
•

If the requirement is in addition to standard Company policy - adhere to the terms
and conditions of your contracts
If the requirement is lesser than standard Company Policy - follow Company policies
and procedures

If you require any further clarification please contact the Commercial Department for
guidance

Training
The management team of Agincare believe that, in order to provide a quality service,
Agincare requires high quality staff who are suitably trained, supervised and supported.
Agincare policies and procedures are referenced in the induction programme and are
available for staff in their work place (Care Home or Branch office). Staff will be informed of
how to access all policies, procedures and related documentation and of how to seek further
advice regarding Agincare’s agreed ways of working. Staff should be provided with regular
updates to encourage continuous improvement and include latest good practice.
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Agincare is committed to provide an ongoing programme of support for all staff. This
includes supervisions, appraisals and training which will be in line with company policy,
contractual obligations and current best practice
REVIEW OF THIS POLICY

Review of this document is recorded on the controlled index and reviewed annually as part
of the management review process.
Name: Policy Review Group
Date: October 2018

Grievance Procedure
All managers are responsible to ensure they receive training and manage employees and the
process in a positive and proactive way with a “constructive feedback” attitude to ensure
continuous improvement.
Agincare guiding principles are to ensure:
•
•
•
•
•

Fairness
Equality
Confidentiality
Representation
Natural justice

Note bold underlined refers to a template letter, meeting or report as guidance as support
to managers. Access these from Sharepoint copying and amending on correct business letter
headed template
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STAGE ONE – INFORMAL INVESTIGATION
AGINCARE GRIEVANCE PROCEDURE
1. Complainant raises issue informally in
any way verbal or written with
immediate line manager (LM) /or their
manager /or HR

2. Manager discusses issue informally as part of the day to day managerial process.
Use the Informal Coaching Form or performance management forms.
Discuss with LM/ HR if a serious complaint e.g. discrimination, harassment, bullying if so go to
Formal Stage Two. This is the complainant’s decision guided by Line Manager/HR.
Make notes, agree actions carry out necessary investigation e.g. talk in confidence with
affected employees , examine documents, re assess processes and agree with signatures.

3. Manager informs
complainant of decision
orally or in writing
within 10 working days
after discussion.

4. Manager retains
local record of
discussion/ensure
action completed

Is grievance resolved?

Yes

5. No further action
required

No

5. If dissatisfied with the
response, complainant may
raise the issue as a formal
grievance by following Stage
Two Formal of the Grievance
Procedure.

Page 5 of 7
QP58/Iss16/v1

STAGE TWO – FORMAL INVESTIGATION MEETING
AGINCARE’S GRIEVANCE PROCEDURE

Step 1. If the concern has not been resolved
informally or they choose to use the formal route,
then the complainant may raise the grievance in
writing if possible on the Grievance Notification
Form and submits it to their Manager, HR or to
another Senior Manager. Note some issues would
go to formal procedure immediately – Discuss with
LM/HR if unsure.

NOTE If disciplinary action is being taken
against you and you then wish to raise a
grievance, the disciplinary may be
suspended so long as the grievance is not
related to the disciplinary. The disciplinary
process will continue after the grievance.
The grievance may be considered as
mitigating circumstances for the
disciplinary.

Step 2. Manager/HR acknowledges receipt of grievance in writing: Send out Invite to
Grievance investigation meeting
Manager to call if possible and arrange to meet within 10 working days to discuss concern.
Investigate as far as possible in confidence. There is a right to be accompanied

Step 4. Grievance Meeting Notes will be
undertaken with support from LM/HR to
advise and take notes, which may include
witness statements and invites and formal
meetings with relevant parties/witnesses
(kept confidential), All documents relevant
to the grievance issue must be signed. There
is a right to be accompanied.

Step 3. The Grievance and any supporting papers as
judged necessary are forwarded to the person who
the complaint is concerned with. Appellants have the
right to be accompanied by a trade union
representative or work colleague if a disciplinary
hearing follows the investigation.

Invite to grievance meeting for allegation against an
employee. Person(s) who the complaint is about will
be asked to respond in writing within 10 working days
or period agreed.

Step 5. Within 10 working days of Grievance meeting, or as agreed, key parties involved receive
notification of the decision and any reasonable and appropriate action deemed necessary Letter
Grievance Outcome HR forwards report to relevant Manager/Director for action on any
recommendations as noted.
Issue resolved with agreed actions

No further action
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Issue not resolved

Complainant may consider pursuing
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STAGE THREE – APPEAL MEETING
AGINCARE GRIEVANCE PROCEDURE

STEP 1. If an employee is dissatisfied with the outcome of a Grievance Meeting, an appeal should be
given to next level of Management in writing and as stated in the Grievance Outcome letter and/or HR
within 10 working days of receipt of written confirmation of the outcome from Stage Two.

Step 2. Employee will be notified as soon as possible by an
Invitation to Grievance Appeal Meeting of time, date and place of
hearing. There is a right to be accompanied by a trade union
representative or work colleague.

Step 3. The Appeal Meeting is normally heard by a senior higher level of management or
someone unrelated to the previous hearing depending on the nature of the Grievance and
assisted by . Grievance Appeal Meeting notes

Step 4. The result of the appeal Grievance Appeal Outcome Letter
will be sent to the employee by the Senior Manager within 10
working days of the hearing or as agreed.

The decision of the Appeal is final
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