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Pegasus Homecare 

REQUIREMENTS OF THE JOB (STANDARD 18) 
 
STAFF GRIEVANCE PROCEDURE 
 
INTRODUCTION TO THE PROCEDURE 
 
This procedure applies to all members of staff 
 
This is a policy document and therefore does not form part of the contract of employment.   
 
 
1. PURPOSE 

 
In operating this procedure, the Company has an overall intention that there should be fairness and consistency 
in the treatment of any individual.  However, the procedure can only be operated in a fair and consistent 
manner if all parties co-operate and behave responsibly. 

 
2. OPERATING PRINCIPLES 
 

Individuals who feel that they have been treated unfairly have the right to express their grievance.  It is essential 
to deal with grievances at the earliest opportunity and individuals are encouraged to express their grievances at 
the earliest possible moment both to help them and increase the likelihood of a successful outcome.  Personnel 
will advise parties about the procedure, including at which stage the grievance should be heard.  Personnel will 
also designate an adviser to mediate when appropriate.  This adviser will not then participate in the formal 
process should mediation fail to resolve the grievance but will continue to support the process via mediation for 
as long as required.  Personnel officers shall advise managers and staff on procedure but will remain impartial. 

 
Grievances which are to be considered at the formal stage should be made in writing giving the full particulars of 
the nature of the grievance to Registered Manager, who may at this stage advise mediation or, if the formal 
notification of the grievance in writing is after mediation has already occurred, or if the aggrieved employee 
does not wish to enter into mediation, a grievance hearing will be arranged at the appropriate stage.   

 
At each stage of the grievance procedure, the individual may choose to be represented by a work colleague or 
trade union representative, and may call witnesses if required.  All documentation, including witnesses’ 
statements to be presented as evidence, must be circulated to all parties, via the Manager dealing with the case 
at least 3 working days, prior to the hearing taking place unless varied by mutual consent and with the approval 
of the Chair of the meeting Whenever practicable, a hearing will be arranged within 7 working days of each 
stage of referral. It shall be a serious disciplinary offence for any party to attempt to influence a witness. 

 
It is the responsibility of the individual with his/her representative, to present a complete case, including all 
relevant information and witnesses, to whichever stage of the procedure has been arranged to hear the 
grievance.  If the individual wishes to appeal against the decision reached at such a hearing, then this can be 
achieved by requesting that the grievance be referred to the next stage.  However, additional or new evidence, 
including new witnesses, cannot be heard by a subsequent hearing and will be referred back to the original Chair 
for consideration. 

 
 
 
 



 

Stage I - Informal 
 
In normal circumstances, the individual should always try to resolve the matter with  
his/her immediate Manager/Supervisor in the first instance.  The individual may also wish to talk with the registered 
manager with responsibility for the area.  This may include Personnel attempting to mediate between the parties to the 
grievance in the first instance with the agreement of all concerned.  At this stage an individual may choose not to submit 
the grievance in writing.     
 
Stage 2 - Formal 
 
If the matter has not been resolved informally, or through mediation, a formal grievance hearing will be convened with 
an appropriate manager hearing the grievance.  At this stage full and specific grounds for the grievance must be 
presented in writing to the appropriate Registered Manager. 
 
 All parties will be given at least 7 working days notice of a hearing, except where this is waived by mutual consent.  The 
outcome of the hearing will be confirmed in writing to all parties within 3 working days of the hearing.  
  
If the individual wishes to proceed to stage 3 of the procedure, then this must be notified, in writing, to the General 
Manager, within 7 working days of the date of written confirmation of the stage 2 decisions. 
 
Stage 3 - Appeal 
 
A grievance hearing will be arranged with the General Manager, or nominee acting with the full delegated authority of 
the General Manager under the extant scheme of delegation within 10 working days.  
 
Note: If the grievance involves the General Manager the Service Provider will hear the grievance.  Any appeal can be 

referred to the Service Provider. 
 
Note: The grievance procedure cannot be initiated as a means of interrupting any disciplinary process which is 

already under way or vice versa.  
 
PROTOCOL FOR HEARING GRIEVANCES: STAGE 2 AND 3 
 

1. BEFORE THE HEARING 

 1.1 Documentary evidence will be exchanged between the parties and forwarded to the Chair of the 
grievance hearing. This exchange will normally occur at least 3 working days prior to the hearing but can be 
varied by mutual consent.  The exchange will be facilitated by the manager dealing with the case.  This evidence 
should be accompanied by a statement of case which can be expanded at the hearing. 

 
 1.2 Responsibility for providing proof of evidence, including witness statements, rests with the individual 

and his/her representative and the respondent.   All witness statements should be signed and the witnesses 
available to attend the hearing if required by either party or the Chair.   The responsibility for ensuring 
availability of witnesses lies with the person who requires their attendance.  Management will facilitate the 
release from duties of all witnesses.  In the absence of witnesses their written submissions will be weighted 
accordingly as they cannot be cross questioned. 

 
When necessary the Manager dealing with the case can assist with this.  Managers role will be impartial and the 
identity of witnesses or the content of their statements will not be divulged to any party external to the 
grievance .   

 



 

2. AT THE HEARING 
 
 2.1 The Chair will confirm to the parties the nature of the grievance, as notified by the individual concerned, 

and will clarify the stage of the grievance procedure at which the grievance is being heard. 
 
 2.2 The Chair will inform the aggrieved individual of their right to be represented at the hearing should they 

arrive unaccompanied. 
 
 2.3 The Chair will ask the aggrieved individual to present his/her case in support of the grievance, and to 

introduce any witnesses. 
 
 2.4 The Chair may ask questions of the individual and/or his/her witness (es) 
 

2.5 The person against whom the grievance has been raised (the respondent) may question the individual 
and/or any witness (es).  It may, in certain circumstances be appropriate for this person to be 
represented should they so wish.  Where a Manager is presenting a response, they may be impartially 
advised but only on procedural matters.  

 
 2.6 The Chair will ask for a response to the grievance, and the respondent to introduce any witness(es).  
 
 2.7 The Chair may ask any questions of either the respondent or his/her witness(es). 
 

2.8 The aggrieved individual may question the respondent or his/her  witness(es). 
 

2.9 The Chair will to adjourn the hearing for an agreed period of time to allow for preparation of summary 
statements.  

 
 2.10      The Chair will ask the individual to summarise his/her case. 
 
 2.11 The Chair will ask the respondent to summarise his/her response. 
  
 2.12 The Chair will adjourn the hearing to consider the evidence heard, and may at this stage choose to seek 

evidence or advice from other parties.  Should this be the case, all parties will be informed as to the nature of 
the enquiry. 

 
The Chair will be accompanied by an impartial Personnel adviser at all times. 

 
 2.13 The Chair will announce his/her decision, either by calling the parties together or in writing. The Chair 

will confirm the next stage in the procedure to be followed if the individual  still wishes to pursue the grievance 
(stage 2), or that the decision represents the final position of the University (stage 3). 

 
 2.14 The decision will be confirmed to the individual in writing by Personnel within 3 working days. 
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EMPLOYEE GRIEVANCE REPORT FORM A – STEP 1 

 

• Form A is to be completed in triplicate. When the problem is settled, one copy will be retained by the 
employee and one must be placed in the employee's file. (Time limit for completion – 10 working days 
from the day reported to the supervisor.) NOTE: If the complaint alleges discrimination, harassment or 
bullying, a copy must also be sent to the General Manager, Pegasus Homecare Unit 2, Hendy Indistrial 
Estate, Swansea, SA4 0XP, who is the designated Anti-Discrimination, Harassment and Bullying 
Coordinator. 

 
 
Employee' s Name              
 
Job Title       Work Location      
 
Date(s) grievance occurred: 
 
 
Date reported to supervisor: 
 
 
Grievance (describe the condition needing attention): 
 
 
 
 
 
 
Have you tried to discuss this with your supervisor? When? What resulted? 
 
 
 
 
 
 
What do you feel should be done to correct the condition? 
 
 
 
 
 
 
 
 
 
              
Signature of Employee     Dated Form Submitted to Supervisor 

 
 



 

SUPERVISOR GRIEVANCE REPORT FORM B – STEP 2 
 
 
Form B is be completed in triplicate. When the problem is settled, one copy will be retained by the 
employee and one must be placed in the employee's file. (Time limit for completion – 10 days after the day 
of meeting.) 
 
 
Employee' s Name              
 
Job Title       Work Location      

 
SUMMARY OF MEETING: 

Meeting Date/Time: 
 
Persons Attending: 
 
 
Facts Discussed: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Decision of Supervisor: 
 
 
 
 
 
 
 
 
 
 
 
 
              
Signature of Supervisor/Date    Date Form Mailed to Employee 



 

EMPLOYEE GRIEVANCE RESPONSE FORM C – STEP 2 
 

From C is to be completed in triplicate and submitted to the Registered Manager. When the problem is 
settled, one copy will be retained by the employee and one must be placed in the employee's file.(Time 
limit for completion – 10 days after receipt of supervisor's decision.) 

 
 
Employee' s Name              
 
Job Title       Work Location      
 
 
Check one of the following three choices: 
 

_____ I feel that my supervisor's plan will satisfactorily correct the condition. 
 
_____ I agree with my supervisor that no further action should be taken. 
 
_____ I disagree with my supervisor and plan to request a hearing with the Superintendent or an 

appointed representative within five days after the day I receive my supervisor's decision. 
 
Comments, if desired: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
   
Signature of Employee  Date Form Return to Registered Manager 
 



 

 
EMPLOYEE GRIEVANCE REQUEST FOR CONFERENCE  

WITH MANAGEMENT BOARD FORM D – STEP 3 
 
Form D is to be completed in triplicate. When the problem is settled, one copy will be retained by the 
employee and one must be placed in the employee's file. (Time limit for completion – five days after 
receipt of supervisor's decision.) 
 
Employee' s Name              
 
Job Title       Work Location      
 
 
Brief statement of condition reported as needing attention: 
 
 
 
 
 
 
 
What change, if any, has taken place in this area since reported? 
 
 
 
 
 
 
 
 
Present state of condition:    Improved?    Worsened? 
 
 
 
 
 
 
 
 
 
What do you feel should be done to correct the condition? 
 
 
 
 
 
              
Signature of Employee     Date Form Submitted to Superintendent 


