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OSPREY GROUP GRIEVANCE POLICY STATEMENT 
 

Osprey Housing and Osprey Housing Moray (referred to as the Group) 
believe that effective and efficient people management is vital to the 
success of maintaining good quality services for all our tenants and to 

provide value for money. 
 
 

We embrace quality people management and this is encompassed in our Core 
Values: 
 
 

✓ AMBITION 
empowering through innovation and challenge 

 
✓ (E)QUALITY 

doing the best for individuals and communities in a fair and equal way 
 

✓ RESPECT & PROFESSIONALISM 
towards each other, the people we work with; the people we serve and our 

environment 
 

✓ ACHIEVEMENT 
delivering outcomes that matter and make a real difference – now and in the 

future 
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1.  Introduction 
Grievances are concerns, problems or complaints you may have with regard to 
your employment with Osprey Housing Group (the Group), e.g. concerning the 
job, working environment or any of your colleagues.   
 
While you are employed with us, we want to make sure you feel comfortable that 
any issues or disputes you raise will be looked at and resolved wherever possible.  
We encourage you to raise your concerns immediately with your first-line 
manager initially, and we will do our best to resolve the majority of these quickly, 
using an informal process. However, we know that sometimes a formal 
procedure may be needed when the informal process does not reach a 
satisfactory conclusion, or where, due to the nature of the grievance, an informal 
approach is not appropriate. This policy provides the details of both the informal 
and formal processes. 
 
This policy applies to all staff within the Group. 
 

2. Policy Aims 
• To provide a mechanism for addressing staff concerns in a fair and consistent 

manner. 
• To make sure the Group complies with its responsibilities within employment 

law and best practice. 

 
3. Policy Principles 

3.1 You can expect Osprey Housing Group to: 
 

• Listen to any concerns you raise either informally or formally and in line with 
the procedures set out below. 

• Investigate your concerns, as we deem appropriate. 
• Provide you with the opportunity for an appeal as part of the formal process. 
• Ensure that no member of staff is penalised or victimised in any way for 

raising a genuine grievance. 
 
3.2 We expect that you will:  
 

• Raise any concerns you have promptly, while following the correct procedure. 
• Use the informal process in the first instance (where appropriate) and only 

use the formal process where it is necessary. 
• Let us know what your concerns are and how you would like to see them 

resolved. 
• If you wish to raise a grievance formally, complete The Group’s grievance 

form and pass this to the appropriate manager. 
• Co-operate and participate as required in any investigations we see fit. 
• Start the process with the view of achieving an acceptable outcome for all 

concerned. 
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4. Procedure  
4.1 Informal Process 
We encourage all staff to raise any concerns with their line manager at as early a 
stage as possible. The manager will discuss the issues and any reasonable solutions 
with you. If you are unhappy with the outcome using this method, you will have the 
option of raising your concerns formally.   
 
The informal process will be documented by the line manager dealing with the 
grievance. The line manager will notify their own line manager of any informal 
grievances raised by staff members, detailing the issues and the resolution.  
 
4.2 Formal Process 
The following rules apply for the formal grievance process:  

• If you wish to raise a formal grievance, you must complete the grievance 
form (appendix 1 at the end of this policy).  If you do not complete the form 
and give it to your line manager, we will not treat your complaint as a 
grievance.  

• If your grievance is about your line manager, you should present your 
grievance form to the line manager’s senior manager. 

• At all stages of the formal process you will have the right to be accompanied 
by a trade union representative or a workplace colleague of your choice.  
Your chosen companion may, if you wish, present and summarise your case, 
and confer with you during any grievance hearing.  However, your companion 
does not have the right to answer questions on your behalf. 

• We will not make any changes connected to your complaint until it is 
resolved, the procedure is exhausted, or you do not wish to pursue the 
matter further. 

• If your concerns relate to or involve a manager, your complaint will be dealt 
with at the level above the manager involved. 

  
4.3 Stage 1 
If you have not been able to resolve the matter informally, you should raise the 
matter in writing. All Stage 1 Formal Grievances should be submitted using the 
grievance form (Appendix A) and this should be given to your line manager.  
 
The only exception to this is if your complaint is about your line manager, in which 
case, your complaint should be presented to your line manager’s manager.  
 
We will write and invite you to a meeting within 7 calendar days (where possible).  
Any extended date will be agreed with you in advance. The meeting will be held by 
the appropriate manager, with a representative of HR present. 

 
At the meeting, we will hear your concerns and ask what your proposed solution is.  
 
Following the grievance hearing, we will write to you within 7 calendar days with the 
outcome, and details of how to appeal the decision if you are unhappy with it. If 



 

Grievance Policy HR-5.13 Version 1.0 
Printed copies are UNCONTROLLED.  It is the users responsibility to verify printed material against the controlled document 
register.   
 

further investigation is required as a result of your grievance, this will be promptly 
instigated (see below).  
 
4.4 Investigation 
After we have heard your concerns at the grievance hearing, an appropriate 
investigation will, if necessary, take place based on the information you have 
provided.  
 
Following the grievance hearing, the line manager should - if necessary - instigate 
an investigation promptly and objectively. The investigation should be carried out by 
an appropriate manager, a member of Corporate Services or an external consultant.  
The outcomes of any investigation should be written into a structured report format 
and submitted to the manager who instigated the investigation.   
 
Once the investigation has been concluded, there could be a variety of outcomes 
including: 
 

• There is no evidence to uphold the grievance 
• The evidence suggests that an informal discussion should take place with 

another member of staff whose behaviour or actions have contributed to 
the problem 

• There is evidence that provides grounds to instigate disciplinary or other 
formal action against another member of staff 

• Action is required on an organisational basis to resolve the grievance. 
 
We will write to you with our findings once we complete our investigation. 
 
4.5 Outcome 
The outcome of your complaint will be one of the following: 
 

• Your concerns have been upheld 
• Some of your concerns have been upheld, and others have not. 
• Your concerns have not been upheld. 

 
Where it is possible, we will give you the reason/s why any decisions have been 
made. This does not mean you will automatically have access to the investigation 
nor any witness statements that we have taken. The Group takes confidentiality of 
all its staff very seriously and must ensure that it complies with Data Protection 
requirements.  
 
As a result, only information concerning yourself which does not breach the 
confidentiality of others will be made available to you. If we take action against one 
of your colleagues as a result of your complaint, you will not have any right to be 
informed about this.   
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4.6 Stage 2 – Appeal  
Where you feel that your grievance has not been satisfactorily resolved during Stage 
1, you can appeal the outcome by proceeding to Stage 2 of the process. You should 
submit your appeal in writing, including the grounds for your appeal, within 7 
calendar days of receiving the outcome of the Stage 1 process.   
 
We will write to you and invite you to a meeting within 7 calendar days where 
possible). Any extended timescale will be agreed with you in advance.  
 
The appeal will be heard by the next level above the manager that made the original 
decision or by another manager who was not previously involved in the case. Your 
grounds for appeal will be heard at this meeting and you will be asked what your 
proposed solution is.  
 
Note that the purpose of an appeal is not to rehear all the facts of the case, but 
rather to consider why you believe that your grievance has not been dealt with in an 
appropriate or fair manner at stage 1, or that the outcome is inappropriate or unfair. 
 
The outcome of the appeal will be communicated to you in writing within 7 calendar 
days of the date the meeting was held. A decision made at this level will be final. 
 
4.7 Support and Counselling  
All staff members have access to a free counselling service through Westfield Health.  
Any staff members involved in raising concerns or who have allegations made 
against them should be recommended to use this service to support them through 
the process. 
 
4.8 Mediation  
The use of a mediation process to assist with the resolution of grievance issues, 
particularly those that may involve disciplinary action should be considered.  
Mediation is a voluntary process where the mediator helps two (or more) people in 
dispute to find a solution to the issue they can both agree to. Mediation is most 
likely to be successful where both parties understand what mediation involves, 
where they enter into the process voluntarily and where they are actively seeking to 
improve or repair a working relationship. 
 
4.9 Grievances raised after Employment has Ended 
If you raise a grievance after your employment has ended, we will consider it and 
respond to you in writing (without holding a meeting) within 14 calendar days.  
This written response will be final and we will not enter into any further 
correspondence with you about the matters raised. 
 
4.10 Collective Grievances 
A collective grievance is a complaint about an issue which affects all staff or a group 
of staff in the same way, e.g. a change to a working practice, or working hours.  If 
you wish to raise a collective grievance this should be at Stage 2 of the formal 
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process using the same form and procedure and each person should complete a 
form. 

 
 4.11 Malicious Allegations 
If the outcome of a grievance investigation is that malicious or false allegations have 
been made, this will be regarded as a breach of the Company’s Code Of Conduct.  
Any person found to be making false or malicious allegations will be dealt with 
through the Group’s disciplinary procedure, which may result in dismissal. 
 

5. Equality & Diversity 
The Group shall strive to ensure equality of opportunity, and by definition, that all 

individuals are treated fairly regardless of age, disability, gender reassignment, 

marriage and civil partnership, pregnancy and maternity, race, religion or belief, sex 

and sexual orientation. The Group opposes, and shall adopt a zero tolerance stance 

towards, all forms of unlawful discrimination, harassment and victimisation.  

In this regard, the Group acknowledges the protected characteristics and types of 

unlawful behaviour defined within the Equality Act 2010. As a minimum all practices 

shall aim to ensure compliance with the legislative provisions therein.  

6. Monitoring & Reporting 
The Group will monitor this policy in conjunction with our other policies and 

procedures to ensure that it is being adhered to.   

7. Review 
This policy will be reviewed every 3 years unless the following criteria dictate that it 

would be best practise to review sooner: 

i. applicable legislation, rules, regulations and guidance, both 
those which affect the Group directly and those which affect 
the resources available to significant numbers of our 
customers to enable them to sustain tenancies 

ii. changes in the organisation 
iii. continued best practice 
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Appendix A - Osprey Housing Group Grievance Form 
If you wish to raise a formal grievance you must complete the following form and 
give it to your line manager (unless the complaint concerns your line manager, in 
which case you should give the completed form to the manager at the next level). 
Section 1 – About you 

Section 2 – What is your complaint?  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Name  

Job Title  

Department/Section  

Line Manager  
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Section 3 – Please provide brief details of the outcome you would like considered 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Signature  
 

Name (Printed)  

Date  
 

 

Office Use Only 

Signature of Manager 
receiving form 

 

Name (Printed)  

Date  
 

Date of Meeting held to 
hear Grievance 

 

Attendees at Grievance 
meeting 
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Date Outcome letter 
issued to staff member 

 

 
 


