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FULL REVIEW TRACKING 
 
A “Full Review” refers to a point when the whole document is reconsidered by appropriate 
stakeholders to establish if it is still fit for purpose and this is formally signed-off at the 
appropriate management level. This acts as an assurance that Harbour Homes’ position on 
key matters is up to date with legislation, regulation and good practice. 
 

Policy owner Corporate Services Manager 
Document author(s) Corporate Services Officer 
Approved by Leadership Team 
Audited by Law at Work N/A 
Review cycle Every three years 
Last reviewed June 2019 
Next review date July 2022 
Communications & 
training methods 

• This policy will be covered as part of the 
induction process for all new employees and be 
included in the employee handbook  

• The policy will be circulated to all Operational 
Managers  

• The policy will be made available to all 
employees on CONNECT 

The policy has a direct link 
to the following Harbour 
policies and procedures 

• Respect at Work Policy 
• Disciplinary Policy and Procedures 

This policy complies with 
the requirements of these 
legal and/or regulatory 
documents 

• ACAS Code of Practice on Disciplinary and 
Grievance Procedures 

Equality & Diversity Impact 
(EI) Assessment Status 

EI Assessment records are held by Corporate  
Services and can be accessed on request to the  
Corporate Services Manager. 
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REVISION TRACKING 
 
Revisions are minor changes which are made between Full Reviews which might be needed 
because of new ideas or changes. 
 

Revision date Section revised Reason  Approved by 
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1. POLICY STATEMENT 

 
1.1 Harbour Homes recognises that grievances may sometimes occur in the course 

of employment. 
 

1.2 Harbour Homes intends to deal with employee grievances in a timely, fair and 
consistent manner. The policy provides Harbour Homes’ definition of a grievance 
and a procedure for raising and managing workplace grievances. 
 

1.3 Employees are encouraged to raise issues at an early stage so that queries, 
concerns or problems can be resolved easily whilst they are relatively minor and 
the potential for the passing of time to add complexity is avoided. 
 

1.4 It is Harbour Homes’ view that a commitment to a problem-solving approach by 
both parties is the basis for resolving issues before they become formal 
grievances. 
 

2. DEFINIION 
 

2.1 Harbour Homes defines grievances as concerns, problems or complaints that 
employees raise with their employers about an issue relating to their conditions 
of service, work or working conditions. 
 

2.2 The definition of a grievance in Harbour Homes specifically excludes:  
• Any matter previously dealt with through the disciplinary procedure. 

Appeals against disciplinary decisions must be taken up separately under 
Harbour Homes’ disciplinary appeals procedure. 

• Complaints of harassment, bullying or inappropriate behaviour which are 
dealt with in accordance with the Respect at Work Policy and Procedure. 

• Complaints concerning grading under the job evaluation system which 
are dealt with under the job evaluation procedures. 

3. ACCOUNTABILITIES UNDER THE POLICY 
 

3.1 Line managers are accountable for ensuring the application of this policy and 
following the procedures in a consistent manner.  
 

3.2 Line managers are required to contact the Corporate Services Team at an early 
stage for advice. 
 

3.3 Harbour Homes Corporate Services Business Partners are responsible for 
providing advice, guidance and support to Managers in the application of this 
policy and procedure. 
 

4. POLICY FRAMEWORK 
 

4.1 Right to be accompanied at grievance and appeals meetings 
 

4.1.1 Employees have the right to be accompanied at meetings at all stages of this 
procedure by a work colleague or trade union official. 
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4.1.2 The companion will be allowed to address the hearing to put, and sum up, the 
employee’s case and provide moral support to the employee. 
 

4.1.3 It is not permitted for an employee to be accompanied at a grievance hearing by 
a colleague who may have a conflict of interest or whose presence may 
prejudice the case. 
 

4.2 Grievances raised during a disciplinary process  
 

4.2.1 If a grievance is raised during a disciplinary process this does not mean that the 
disciplinary process will automatically be temporarily halted; the appropriate way 
to proceed will be considered on a case-by-case basis. 
 

4.3 Record Keeping 
 

4.3.1 A record will be kept of the grievance raised, informal meetings, formal hearings, 
any investigation carried out, the written response, any specific follow up actions 
taken and the reasons for these, Appeal Hearings and the final outcome. These 
records will be kept confidentially in the employee’s personnel file. 
 

4.3.2 Sometimes issues can arise on social media which can escalate into a crisis 
situation because they are sensitive or risk serious damage to the our reputation, 
for example a tenant posting photos of extreme mould growth in a flat which is 
detrimental to their health. The nature of social media means that complaints are 
visible and can escalate quickly. It IS important to act swiftly and sensitively. 
 

5. GRIEVENCE MANAGEMENT PROCEDURES 
 

5.1 Initially Raising an Issue with Management  
 

5.1.1 Employees should firstly raise any concerns they have, either verbally or in 
writing, with their immediate line manager explaining to them the reasons for 
their concern. 
 

5.1.2 Wherever possible, matters should be addressed through discussion. A record 
of any discussions about a raised concern and agreed actions to resolve should 
be kept. 
 

5.1.3 If the matter cannot be resolved by discussion at this stage, if the matter is 
deemed too serious to be managed by a less formal approach or if the informal 
stage has been unsuccessful then the Formal Grievance Management 
procedure should be followed. 
 

5.2 Formal Grievance Management Processes 
 

5.2.1 Submitting the Formal Grievance  
The individual holding the grievance will be required to submit a written 
statement of the grievance to ensure clarity about what issues the employee 
wishes to have addressed. The statement should include the employee’s 
suggested resolution to the grievance. This should be submitted to their Line 
Manager, Corporate Services Manager or appropriate Director. 
 

5.2.2 Acknowledging Receipt of a Grievance  
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The person to whom the grievance has been submitted must respond to the 
written grievance within two working days to confirm receipt and advising that 
they will be contacted by the appointed Grievance Hearing Officer (GHO) with 
confirmation of arrangements for a Grievance Hearing. 
 

5.2.3 Appointment of a Grievance Hearing Officer  
Senior management will appoint an appropriate manager as the Grievance 
Hearing Officer (GHO). This may be the employee’s line manager or any other 
appropriate manager from within the organisation. The GHO should appoint a 
member of the Corporate Services Team to provide them with support and 
advice in applying the policy. 
 

5.2.4 Arranging a Grievance Hearing  
A Grievance Hearing will be arranged at the earliest practicable opportunity. The 
GHO will set a date, time and location for the Hearing and this will be 
communicated to the employee in writing. The Corporate Services Team will 
issue the letter to the employee.  
 

5.2.5 Preparing for the Grievance Hearing  
The GHO will carry out (or arrange to have carried out by appropriate people) any 
investigation or research needed to enable relevant background information 
required to assist in the resolution of the grievance issue to be collated. Any 
information to be considered at the grievance hearing will be shared with the 
person making the grievance prior to the Grievance Hearing in sufficient time for 
them to consider such information. 
 

5.2.6 Conducting a Grievance Hearing  
The purpose of the grievance hearing is to discuss the issues raised, provide the 
employee with the opportunity to state their case and provide detail how they 
think matters can be resolved. Following the grievance hearing the GHO will 
consider all information and carry out any further investigation as deemed 
necessary to reach a decision about how the grievance is to be managed. 
 

5.2.7 Grievance Response and Resolution 
An outcome of the grievance hearing will be communicated, in writing, normally 
within seven working days of the hearing. If further investigation is required 
resulting in a delay to this timescale, the employee will be notified of actions 
being taken and timeframes they can expect to have further information. 
Depending on the nature of the grievance a further meeting(s) may be required 
to ensure effective communication or to implement the actions identified to 
resolve the grievance.  
 

5.2.8 Making an Appeal  
If the employee is dissatisfied with the outcome of the Grievance Hearing, they 
will have the right to appeal. 
 

5.2.9 Initiating the Appeal 
The employee must submit their request for an appeal hearing to the Chief 
Executive, appropriate member of Leadership Team or Corporate Services 
Manager in writing within five working days of receiving the written decision of 
the Grievance Hearing Officer.  
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The written request must state the grounds for appeal. Grounds for appeal must 
go beyond simply disagreeing with the decision of the GHO and will be required 
to demonstrate why the appellant considers the decision of the GHO to be 
flawed for reasons other than wanting a different decision, for example: an error 
in the process, failing to take into account key evidence, bias which can be 
evidenced, new evidence the GHO was unaware of, etc. 
 

5.2.10 Appointing a Grievance Appeal Hearing Officer  
A Grievance Appeal Hearing Officer (GAHO) will be appointed by a member of 
Leadership Team. The GAHO will be provided with the records relating to the 
grievance management process to date and the employee’s appeal. The GAHO 
will work with an appointed member of the Corporate Services Team to support 
them in an advisory capacity. 
 

5.2.11 Convening a Grievance Appeal Hearing  
The GAHO will set a date, time and location for the appeal hearing and this will 
be communicated to the employee in writing. The Corporate Services Team will 
issue the letter to the employee.  
 

5.2.12 Conducting a Grievance Appeal Hearing  
The purpose of the appeal hearing is not to re-cover the information already 
covered during the grievance hearing but to focus on the grounds of appeal. The 
employee will be given full opportunity to state the grounds of their appeal and 
will be asked questions by the GAHO. The meeting will be adjourned so that the 
GAHO can consider all relevant information provided. 
 

5.2.13 Providing the GAHO’s Decision  
A decision as to the outcome will be communicated, in writing, within a maximum 
of seven working days from the date of the appeal hearing. In exceptional 
circumstances this timescale may be extended but the employee will always be 
kept informed if the time limit needs to be extended for any reason. The decision 
of the GAHO is final. There is no further right of appeal. 
 

 
 


