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Summary 

 

  

Problem or concern arises which has not been 
resolved during everyday working relations. 

Stage One: 
Informal 
Resolution 

Staff member raises concern with line manager (or 
the most appropriate manager to support the 
individual’s needs). 

Manager arranges Early Workplace 
Concern Resolution Conversation with 
staff member to discuss their concern* 
and agree a plan for a mutually agreed 
resolution. 

Manager establishes immediate 
needs of the staff member and 
offers appropriate support. 

Written record of 
meeting(s), including 
details of any agreed 
actions / interventions, 
shared with staff member 
and may be placed on 
personal file. 

Agreed resolution 
implemented. 

Please note additional meetings 
may be required. Manager to 
monitor situation and adjust the 
plan if required, taking all 
reasonable steps to resolve the 
situation informally. 

Staff member satisfied 
with outcome? 

Yes No 

Process 
ends. 

Manager continues to 
monitor situation 
informally to ensure 
situation remains 
resolved. 

When all reasonable 
efforts to resolve 
concern(s) informally 
have been considered/ 
exhausted (see 
appendix 2 – Examples 
of Informal Resolution in 
the Resolution of 
Workplace Concerns 
Policy Supporting 
Documents.), proceed to 
formal stage (Stage 2) of 
the policy. 

* Consider whether the issue may be more appropriately addressed through another Trust 
policy, e.g. Dignity at Work Policy or Freedom to Speak Up: Raising Concerns Policy. 
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Stage 
Two: 

Formal 
Stage 

Problem or concern has arisen that, despite all reasonable efforts on the part 
of the staff member and appropriate manager, could not be resolved (or a 
formal process is considered to be the only viable option). 

Staff member raises formal concern in writing to either the same manager they 
raised their original concern to, or to another appropriate manager. 

Formal workplace concern resolution manager appointed. Meeting arranged for 
staff member to further explain their concern and the outcome(s) they are 
seeking. Appropriate support to be available for all involved parties, in 
accordance with the Supporting Staff Involved in an Incident, Complaint and or 
Claim Guidance. 

To take place within 10 working days of appointment of Formal Concern 
Resolution Manager. Manager conducting the meeting may be supported by a 
member of the People Experience Team who has had no previous 
involvement. 

Investigation required? Yes No 

Investigator identified and 
ensures the scope of the issues 
are defined. Appropriate support 
considered for all involved parties. 

Investigator meets all involved* and 
summarises details of the concern 
to the formal workplace concern 
manager. Investigation should 
usually be completed within one 
calendar month. 

Formal concern resolution 
manager writes to staff member 
within five working days of the 
meeting, or verbal notification of 
the conclusion of the investigation, 
advising outcome, action (if any) to 
be taken and the right of appeal. 

Action(s), if any, implemented. 

Staff member satisfied 
with outcome? 

Yes No 

Proceed to Appeal 
Stage (Stage Three) 
of the policy. 

Process 
ends. 

If the workplace concern 
highlights any issues concerning 
policies, procedures or conduct, 
they should be addressed as 
soon as possible and escalated 
to the appropriate person 
responsible for action. The 
formal workplace concern 
manager will be responsible for 
the appropriate escalation of any 
actions not completed within the 
designated timescale. 

* All those involved to be treated sensitively and offered 
appropriate support (see Appendix. 1 – Support 
Health and Wellbeing, Resolution of Workplace 
Concerns Policy Supporting Documents). 

Workplace Concern Resolution Form (Appendix 8 Resolution of Workplace 
Concern Supporting Documents). 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10202536
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10202536
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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Stage 
Three: 
Appeal 
Stage 

Problem or concern has arisen that, despite the reasonable efforts of the 
staff member and management, has not been resolved to the satisfaction 
of the staff member. 

Staff member submits appeal in writing to nominated appeal manager 
within 10 Calendar days of date of receipt of letter confirming outcome. 

See Appendix. 6 The Appeal Process, Resolution of Workplace 
Concerns Policy Supporting Documents. 

Appeal meeting to be arranged as 
soon as reasonably practical. 

Staff member informed in writing 
of details of meeting and their 
right to be accompanied. 

Copy of management 
resolution response, together 
with details of any witnesses, 
to be sent to staff member at 
least two working days before 
appeal meeting. 

Appeal hearing conducted in accordance with Appendix 8 The Appeals 
Process, Resolution of Workplace Concerns Policy Supporting 
Documents. Staff member verbally advised of outcome and in writing. 

Manager conducting appeal hearing to be supported by a member of the 
People Experience Team who has had no previous involvement. 

Where issue concerns professional or technical matters, additional advice 
may be sought from an appropriate person with specialist and 
professional knowledge. 

Action(s), if any, implemented. Staff member satisfied 
with outcome of meeting? 

Yes No 

Process 
ends. 
Resolved 
at Stage 
Three. 

The appeal manager will be 
responsible for ensuring and 
issues highlighted from the 
appeal process or 
recommendations made as 
a result of the appeal, are 
addressed as soon as 
possible, or escalated to the 
appropriate person 
responsible for action. 

Formal process ends. 
No further right of 
appeal. Staff member 
to be supported. 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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Data Protection Act 2018 (UK General Data Protection Regulation – GDPR) 
Legislation. 

The Trust has a duty under the Data Protection Act 2018 and UK General Data Protection 
Regulations 2016/679 to ensure that there is a valid legal basis to process personal and 
sensitive data. The legal basis for processing must be identified and documented before 
the processing begins. In many cases we may need consent; this must be explicit, 
informed, and documented. We cannot rely on opt out, it must be opt in. 

Data Protection Act 2018 and UK General Data Protection Regulations 2016/679 is 
applicable to all staff; this includes those working as contractors and providers of services. 

For more information about your obligations under the Data Protection Act 2018 and UK 
General Data Protection Regulations 2016/679 please see the Information Use Framework 
Policy or contact the Information Governance Team. 

Royal Cornwall Hospital Trust rch-tr.infogov@nhs.net 
 

mailto:rch-tr.infogov@nhs.net
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1. Introduction 

1.1. This policy affirms the need for all staff, including senior management, 
executives and board members, to instil a fair and just culture of inclusivity and 
compassionate behaviours in any employee relations process. 

1.2. The policy adopts a resolution-focused approach to workplace concerns, 
replacing the traditional term “grievance” to reflect a more constructive and 
collaborative ethos. The policy is grounded in the Trust’s commitment to a 
Restorative Just Culture (RJC), prioritising relationship repair, mutual respect, 
systemic learning, and psychological safety over blame. The aim is to resolve 
issues quickly, close to the source, and constructively. 

• The Trust believes that whilst concerns, problems or complaints may be an 
inevitable part of organisational life, the way in which these matters are 
handled can contribute to a more positive working environment. 

• Critical to this, is that issues are approached in the right way by all parties 
involved, to avoid negative consequences for working relationships, morale, 
productivity, and to preserve the wellbeing of any individuals involved. 

• This policy has been developed so that colleagues who are concerned about 
something to do with their employment can raise an individual or collective 
concern or complaint for resolution with managers, so the issue is 
considered and resolved as quickly as possible. 

• The Trust accepts that there may be occasions where early informal 
interventions do not achieve resolution. On such occasions, this policy 
provides a framework to ensure that the Trust takes a supportive, fair and 
consistent approach, whilst always maintaining the dignity and respect of our 
colleagues. 

• It is the Trust’s intention a culture of fairness, openness and learning will 
result in colleagues feeling confident to speak up regarding any workplace 
concerns, without fear of blame of consequence. We strive to promote 
development and improvement where required, ensuring the practice of 
lessons learnt continues to be embedded throughout the Trust. 

• This policy should be read in conjunction with the Trust’s Dignity at Work 
Policy and Freedom to Speak up – Raising Concerns Policy. 

1.3. This version supersedes any previous versions of this document. 

2. Purpose of this Policy / Procedure  

2.1. The purpose of this policy is to provide a framework within which staff can raise 
their concerns or matters of dispute confidentially and with an overall aim of 
reaching resolution. 

2.2. The intention of this policy is as follows:  

• Support good working relationship through early and fair resolution to 
workplace concerns. 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Dignity+at+wORK+POLICY&_gl=1*xrea3q*_ga*MTcxMTMzMDI1Mi4xNzcxODQ4NTIx*_ga_ZR2PCYHL0E*czE3NzE4NjA3OTckbzMkZzAkdDE3NzE4NjA3OTckajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Dignity+at+wORK+POLICY&_gl=1*xrea3q*_ga*MTcxMTMzMDI1Mi4xNzcxODQ4NTIx*_ga_ZR2PCYHL0E*czE3NzE4NjA3OTckbzMkZzAkdDE3NzE4NjA3OTckajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Freedom+to+Speak+Up&_gl=1*1aeot63*_ga*MTcxMTMzMDI1Mi4xNzcxODQ4NTIx*_ga_ZR2PCYHL0E*czE3NzE4NjA3OTckbzMkZzEkdDE3NzE4NjEyMzIkajYwJGwwJGgw
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• Supports positive, restorative resolution and a no blame culture. 

• Encourages informal resolution, for example, through facilitation or 
mediation. 

• Applies 72 hour pause period to assess the most effective route to resolve 
the concern that has been raised. 

• Ensures fair and consistent support for all workplace concerns. 

• Promotes equality and prevents discrimination on the grounds of age, 
disability, gender reassignment, marriage and civil partnership, pregnancy 
and maternity, race, religion or belief, sex and sexual orientation. 

• Ensures that reasonable adjustments are made to the process, if required, 
to support any colleagues with a disability. 

3. Scope 

3.1. The policy applies to all those directly employed by the Trust, who raise a 
concern prior to and including their final day of employment. The principles of 
this policy will be followed for Kernowflex workers. 

3.2. There may be occasions where the use of alternative policies may be deemed 
appropriate in the first instance, for example:  

• Complaints involving bullying or harassment at work may be supported via 
the Trust’s Dignity at Work Policy. 

• Disciplinary matters will be supported via the Trust’s Disciplinary Policy. 

• The outcome of matters relating to absence may be supported via the 
Trust’s Attendance Management Policy or Special Leave Policy, both of 
which have their own appeal processes. 

• The outcome of flexible working discussions will be supported in accordance 
with the Trust’s Flexible Working Policy, which has its own appeal process. 

• Job evaluation and banding appeals which will be dealt with under the 
Trust’s Job Matching Policy. 

• Risks of malpractice or wrongdoing which should be dealt with under the 
Freedom to Speak Up: Raising Concerns Policy. 

• Concerns in relation to pay may be considered in relation to standing 
financial instructions and His Majesty’s Revenues and Customs (HMRC) 
regulations. The Trust’s Starting Salaries Policy or Under or Overpayment of 
Salary, Allowances and Benefits Procedure and Policy may also be used to 
support any pay related concerns. The principles of this policy should be 
followed in relation to matters related to pay. 

• Disputes with Trade Unions will be covered under the Trust’s Recognition 
Agreement. 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Dignity+at+wORK+POLICY&_gl=1*75kbug*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzAkdDE3NzM5MjEyMDkkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=disciplinary+policy&_gl=1*1tedi16*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MTc4MjkkbzQkZzAkdDE3NzM5MTc4MjkkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Attendance+Management&_gl=1*o7q2m9*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjEyNTAkajE5JGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Special+Leave+Policy&_gl=1*1nw0ihs*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjEyOTYkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Flexible+WORKING+Policy&_gl=1*i88o9e*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjEzMzYkajIwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=job+matching+policy&_gl=1*yk4jjy*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjEzNzQkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=freedom+to+speak+up&_gl=1*4me7uy*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjE0MDMkajMxJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Starting+Salary&_gl=1*1lt4ab2*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjE0NDIkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Under+or+Overpayment+of+Salary%2C+Allowances+and+Benefits+Procedure+and+Policy&_gl=1*1jqf3yq*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjE1MDIkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Under+or+Overpayment+of+Salary%2C+Allowances+and+Benefits+Procedure+and+Policy&_gl=1*1jqf3yq*_ga*MTk5OTQ1ODY0LjE3NzM5MDczNzc.*_ga_ZR2PCYHL0E*czE3NzM5MjEyMDkkbzUkZzEkdDE3NzM5MjE1MDIkajYwJGwwJGgw
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• If an issue cannot be resolved using the above policies, then a workplace 
concern may be raised. 

3.3. A concern raised after the date of leaving falls outside the Resolution of Work 
place Concerns Policy. Instead, the manager should consider the issue and 
respond as if it were a complaint. There is no right of appeal. 

3.4. In circumstances where a concern is raised under this policy by or against an 
accredited staff representative, the case will be discussed with the appropriate 
senior trade union representative or full-time officer. 

4. Definitions / Glossary 

• Workplace concern – Replacing the traditional term “grievance”, a workplace 
concern is a concern, problem or complaint that colleagues raise with their 
employer with the aim of reaching a resolution. 

• Resolution Process – The procedure used under this policy, to achieve resolution 
for any workplace concern that has been raised. 

• Resolution –The outcome following the exploration of concerns, problem or 
complaints. In the context of this policy, resolution will be sought at the earliest 
opportunity, where possible informally. 

• Collective concerns – A complaint raised by two or more staff members, 
regarding the same issue / issues. In such instances the concern will be managed 
as a single case, with two designated lead representatives acting as the primary 
points of contact. This is in addition to any accredited trade union representative 
they may choose to accompany them. 

• Dispute – A specific complaint in writing covering a matter related to the 
employment of staff by the Trust, raised by a trade union or professional body 
representative on behalf of their members. 

• Fact Find – Initial gathering of information, which may include meeting with key 
individuals to establish what happened and why. This information will be used to 
determine the appropriate course of action to achieve resolution. 

• Early Workplace Concern Resolution Conversation - A conversation between 
the employee that has raised a workplace concern and the manager who has 
received the concern. The aim of the conversation is to provide a supportive and 
constructive forum for the manager (or alternative appropriate individual) to work 
with the employee, to consider the details of the concern raised and agree how 
the issue can be resolved locally and informally. The conversation should take 
place as soon as possible or within five working days of the workplace concern 
being raised. 

• Formal Workplace Concern Resolution Meeting – A formal meeting that takes 
place between the formal workplace concern resolution manager and the 
employee that has raised the workplace concern. 
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▪ At the meeting, the formal workplace concern resolution manager should listen 
to the employee’s concerns to ensure that they fully understand the issue, and 
what the employee would like the outcome to be. During this meeting, the 
formal workplace concern resolution manager should also discuss support 
options available to the employee, including allocation of pastoral support. 

▪ Staff are entitled to be accompanied to the meeting by a trade union 
representative or workplace colleague. 

• Appeal Hearing - A formal meeting held to review an employee’s appeal against 
the outcome of a workplace concern resolution decision. The purpose of an 
appeal hearing is to review the workplace concern resolution outcome, based on 
the grounds of the appeal and any other matters the appeal panel considers 
relevant. The appeal meeting manager will determine whether to uphold the 
original decision at Stage Two or whether to substitute an alternative outcome. 

• Facilitated Conversation – A facilitated conversation allows those involved to 
engage in a constructive dialogue and actively listen. It is a solutions-focussed 
process with the aim of helping parties to reach a mutually acceptable outcome. 
The facilitated conversation between the relevant parties and the aggrieved 
employee should be supported by an appropriately trained colleague (see 
Appendix. 2 Examples of Informal Resolution, Resolution of Workplace Concerns 
Policy Supporting Documents). 

• Mediation – A voluntary and confidential form of alternative dispute resolution. It 
involves an accredited impartial third party helping two or more individuals or 
groups reach a solution that is acceptable to everyone concerned. 

• Formal Workplace Concern Manager – Is appointed to oversee the case, this 
will normally be a senior manager within the organisation. 

• Formal Workplace Concern Investigation – A formal investigation will only take 
place once a decision has been made by the formal workplace concern resolution 
manager that a formal investigation is required. 

• Appeal Manager – Is appointed when an employee formally appeals the outcome 
of their workplace concern resolution process. This will normally be an appropriate 
person, in the next level of management, not previously involved. 

• Upheld – Based on the evidence presented, the workplace concern that has been 
raised is fully supported by the relevant manager. If at appeal stage, the original 
decision or action regarding the workplace concern is overturned or amended 
accordingly. 

• Partially Upheld – Some of the aspects of the workplace concern are supported, 
but not all; limited changes or actions may be taken. 

• Not Upheld – Based on the evidence presented, the workplace concern is not 
supported by the relevant manager. If at appeal stage, the original decision or 
action regarding the workplace concern may remain unchanged. 

  

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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5. Ownership and Responsibilities 

5.1. Role of the Trust Board and Executive Team 

The Trust Board is responsible for: 

• Setting organisational values which support the development of a positive 
working environment in which concerns can be addressed promptly and 
fairly. 

• Actively seeking assurance that this policy is complied with. 

5.2. Role of the Chief People Officer 

The chief people officer has overall accountability for the implementation of this 
policy. 

5.3. Role of People Experience Team 

The People Experience Team are responsible for: 

• Providing managers and employees with advice, guidance and support at 
any stage of the grievance procedure. 

• Provide data analysis of workplace concerns across the Trust, highlighting 
patterns to senior management so that issues can be proactively addressed. 

• Providing advice in relation to the application of the policy. 

• Supporting and ensuring that managers have the knowledge experience and 
skills to support a thorough review of the information and any fact-finds / 
investigations are carried out appropriately. 

• Providing support to consider early resolution. 

• Providing support to consider all elements of the process and any factors 
that may be affected by the response to the workplace concern. 

• Providing training and coaching to managers as required. 

• Supporting managers by attending formal meetings, as required at stage two 
and ensuring there is People Experience Team attendance to the appeal 
meeting at stage three of the procedure. 

• Monitoring all concerns via the case management system to ensure a 
consistent approach is taken throughout the Trust. 

• To escalate concerns where the policy and process is not followed in 
accordance with the Trusts principles and values. 

• To role model best practice and a restorative and just culture in the 
application of this policy. 
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5.4. Role of the Managers 

Managers are responsible for:  

• Demonstrating the Trust’s values; promoting diversity and inclusion and the 
treatment of everyone with dignity and respect. 

• Ensuring appropriate support is provided to all involved in the process of 
seeking resolution, including where this is raised against another employee. 

• Seeking advice and guidance from the People Experience Team as 
appropriate throughout the process. 

• Carefully considering concerns that are raised with them and making every 
reasonable effort to resolve these quickly, locally and informally. 

• Ensuring the scope of the issue of concern is clearly defined and 
investigating the concerns as necessary to allow them to respond fully. 

• Ensuring that when responding to an issue raised under this policy, the staff 
member and any other parties are kept informed throughout the process. 

• Considering the potential impact on other staff when responding to a 
concern raised under this policy. 

• Ensuring that any employee who raises a workplace concern will not be 
treated unfavourably as a result of raising it. 

• Recognising patterns in relation to concerns being raised and suggesting / 
implementing changes to ensure continued organisational learning and 
improvement. 

• Ensuring appropriate records are kept at each part of the process. 

• Enacting the outcomes of workplace concern resolution processes within 
their remit of authority, or escalating to the relevant person responsible for 
action, if required. 

• Ensuring they have the appropriate level of authority for any 
recommendations made as a result of a workplace concern being raised. If 
the manager does not sit within the direct scheme of delegation for the 
service / staff members involved, to undertake due diligence prior to making 
recommendations. 

5.5. Role of Individual Staff 

All staff members are responsible for:  

• Treating others with respect and ensuring they comply with the Trust’s 
values and behaviours. 

• Ensuring concerns are brought to the appropriate manager’s attention as 
soon as possible and within a reasonable time frame. 



Resolution of Workplace Concerns Policy V4.0 

Page 13 of 33 

• Working with the manager and aim to be resolution focused and settle most 
workplace concerns informally wherever possible. 

• Submitting as much information as possible, including what action would 
resolve the workplace concern. 

• Appropriately engaging with informal restorative options for resolution prior to 
escalation to a formal process. 

• Complying with all requests for additional information where possible. 

• Attending resolution meetings to discuss the details of the concern. 

• Complying with the process / set timescales for escalation through the Steps 
of the resolution process. 

• Employees must not use this policy for malicious or vexatious purposes. 

• Employees are expected to address any complaints they may have through 
the workplace concerns and resolution procedure prior to taking any other 
steps, including those external to the organisation. e.g. Advisory, 
Conciliation and Arbitration Service (ACAS). 

5.6. Role of Trade Union / Professional Body representatives 

Trade union / professional body representatives are responsible for:  

• Working in partnership with managers to take all steps to support an 
informal resolution of concerns and disputes where appropriate. 

• Advising and supporting individual members of their respective unions and 
professional associations about the process and where the staff member 
wishes, accompanying them at any formal meetings / meetings (see 
Appendix 2 Examples of Informal Resolution, Resolution of Workplace 
Concerns Policy Supporting Documents for support arrangements at 
meetings). 

• Highlighting patterns of issues to senior management to effect changes to 
systems and processes so that recurring problems can be addressed at their 
source. 

5.7. Role of the Formal Workplace Concern Manager 

The formal workplace concern manager is responsible for: 

• Reviewing the preliminary evidence and based upon this, deciding if a formal 
investigation is required. 

• Ensuring appropriate support is available for all involved parties, in 
accordance with the Supporting Staff Involved in an Incident, Complaint and 
or Claim Guidance, including completion of the Supporting Staff Guidance 
Checklist in Appendix. 7 of the guidance. 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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• If the concern is reported to an appropriate manager that is not the direct line 
manager / department manager of the individual at the centre of the concern 
raised, the formal workplace concern manager must promptly seek advice 
from the People Experience Team regarding appropriate disclosure. 

• If a colleague is the subject of a workplace concern, ensuring that they are 
appropriately notified of any formal workplace concern investigation process. 

• Appointing the investigator and creating appropriate terms of reference for 
the investigation. 

• Impartially and fully reviewing the evidence presented and determining 
potential resolutions, ensuring that they have read all investigation 
information, including witness statements, prior to reaching a decision. 

• Creating an expected outline of the process and a projected timeline and 
informing the colleague raising the concern of any delays as soon as 
possible. 

• Keeping all parties informed throughout the process. 

• Recognising wider issues being raised and highlighting these to local and 
senior management, to prevent reoccurrence (e.g. suggesting changes to 
policies, procedures and standard practices). 

• Ensuring appropriate feedback is provided to all involved parties, both in 
relation to the investigation findings and any recommendations made as a 
result of the resolution of workplace concerns process. 

• Ensuring they have the appropriate level of authority for any 
recommendations made as a result of a workplace concern being raised. If 
the manager is not within the direct scheme of delegation for the service / 
staff members involved, to undertake due diligence prior to making 
recommendations. 

5.8. Role of the Investigator 

Investigators are responsible for: 

• Reviewing the evidence and reporting their findings to the formal workplace 
concern manager. 

• Selection criteria and role of the Investigating Officer are detailed in 
Appendix 5 Selection Criteria and Role of Investigators of the Resolution of 
Workplace Concern Policy Supporting Documents. 
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6. Standards and Practice 

6.1. Support, Health and Wellbeing 

6.1.1.1 The Trust recognises that raising a workplace concern is not always 
easy for employees and will consider all reasonable requests for 
support to help an employee raise their concern. Support and advice 
can be sought from their trade union and the People Experience Team 
on the process. 

6.1.1.2 Please see Appendix 1 Support, Health and Wellbeing of the 
Resolution of Workplace Concerns Policy Supporting Documents for 
examples of support and adjustments available. 

6.1.1.3 Full details of the support available to staff are also provided in the 
Trust’s guidance on Supporting Staff Involved in an Incident, Complaint 
or Claim Guidance. A copy will be made available to staff at the start of 
the process. 

6.1.1.4 Our staff Employee Assistance Programme (EAP) is available to all 
staff using the following contact details: 

Wisdom - Employee Assistance Programme. 

Contact number: 0800 028 0199. 

Unique Code: MHA132759. 

6.2. Stage One - Early Informal Resolution 

6.2.1. Early Workplace Concern Resolution 

6.2.1.1 The Trust is committed to investing support and time during the 
early resolution stage of any workplace concern raised, to 
optimise opportunity resolve and prevent the requirement for 
further escalation. 

6.2.1.2 To achieve this, the Trust encourages early, informal and 
confidential discussions between the manager and colleagues 
about the concern, to try and find an outcome that is acceptable 
to all parties. 

6.2.1.3 In the first instance, the employee should informally raise their 
workplace concern with their line manager (or the most 
appropriate person) to support the individual’s needs. 

6.2.1.4 Upon receipt of the workplace concern, should further 
discussion be considered beneficial, the manager will schedule 
an initial resolution conversation, to take place as soon as 
possible. 
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6.2.2. Early Workplace Concern Resolution Conversation 

6.2.2.1 The aim of the conversation is to provide a supportive and 
constructive forum for the manager (or alternative appropriate 
individual) to work with the employee, to consider the details of 
the concern raised and agree how the issue can be resolved 
locally and informally. The conversation should take place as 
soon as possible or within five working days of the workplace 
concern being raised. 

6.2.2.2 If appropriate, the employee will be encouraged to have a 
direct, restorative conversation with the other party, to try and 
reach a mutually agreed resolution, without the need to 
escalate further. 

6.2.2.3 The outcomes from early workplace concern resolution 
conversation may include but are not exhaustive to: 

• A verbal resolution / agreement between all parties. 

• Signposting to other options under this policy such as a 
facilitated conversation, mediation or other restorative 
options (Appendix 2 Examples of Informal Resolution of 
the Resolution of Workplace Concerns Policy Supporting 
Documents). 

• An agreed action plan between all parties which sets out 
parameters for resolution. 

6.2.2.4 If mechanisms to support informal resolution are mutually 
agreed by those involved, all parties will be responsible for 
upholding any agreed outcomes. Supporting managers will be 
responsible for ensuring that all parties continue to receive 
support according to their needs, as required. 

6.2.2.5 In the event that the early workplace concern resolution 
conversation has not been possible or has not achieved the 
desired outcome, the employee should complete, the 
Workplace Concern Resolution Form (Appendix 8 Workplace 
Concern Resolution Form of the Resolution of Workplace 
Concerns Policy Supporting Documents). 

6.2.2.6 The form gives the employee the opportunity to further detail 
the issues, with emphasis on what they require to resolve the 
concern raised, and how they consider a successful resolution 
may be achieved. 

6.2.2.7 Any information regarding previous attempts to resolve the 
concerns informally, and why the employee considers 
previous attempts to have been unsuccessful, should also be 
included on the form. 

6.2.2.8 To further optimise opportunity for informal resolution, 
employees are encouraged to submit the workplace concern 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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resolution form to the same manager that they raised their 
original concern to. However, should the employee or 
manager feel it required, they may submit the form to another 
appropriate manager. 

6.2.2.9 Upon receipt of the completed workplace concern resolution 
form, the manager must seek advice from an appropriate 
member of the People Experience Team, regardless of the 
seniority of the individuals involved. 

6.2.2.10 There should then be a minimum 72-hour process pause, 
during which time consideration may be given to the 
appointment of an appropriate and impartial colleague, to 
undertake a fact-finding process. During the fact-finding 
process, the appointed colleague will have the opportunity to 
review the basis for the concern, considering information 
provided by those involved, including any possible witnesses, 
and any relevant processes and procedures. 

6.2.2.11 The impartial colleague will feedback the information gathered 
during their fact-find to manager (or alternative appropriate 
individual), who will then share this with the induvial that has 
raised the concern, as appropriate. 

6.2.2.12 During the 72-hour pause (longer if required, usually no more 
than five working days), where there is a colleague at the 
centre of the concern, they must be met with and given the 
opportunity to respond to the issue that has been raised. If the 
individual at the centre of the concern is on leave during the 
72-hour process pause, they should be met with within 72 
hours of their return. During this meeting, or at any stage of 
the Resolution of Workplace Concerns process, should the 
colleague at the centre of the concern raise any related 
concerns, these should be considered. 

6.2.2.13 Should there be the requirement to escalate to stage two of 
the process, to ensure parity, if deemed appropriate, the 
related concerns may be included in the terms of reference for 
any formal investigation, to enable concurrent investigation 
and consideration of all issues. 

6.2.2.14 At the end of the 72-hour process pause, relevant information 
gathered during the fact-find will be considered by the 
appropriate manager and the staff member who raised the 
concern, to guide decision-making in relation to the most 
appropriate course of action. Options include: 

• A further attempt at informal resolution by a means 
different to that already attempted (see Appendix 1 
Support, Health and Wellbeing of the Resolution of 
Workplace Concern Policy Supporting Documents). 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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• Escalation to Stage Two – Formal Workplace Concern 
Resolution Process. Stage two escalation should only 
occur in instances where all informal options have been 
considered and / or exhausted, or where it is considered 
that such a process would be of benefit. 

6.2.2.15 If a further attempt at informal resolution is agreed, all parties 
will be responsible for upholding any agreed outcomes. If a 
further attempt at resolution has not achieved the desired 
outcome, details of such actions and the reason why they 
have been unsuccessful should be added to the Workplace 
Concern Workplace Concern Resolution form by the employee 
who raised the original workplace concern, for consideration 
under Stage Two – Formal Workplace Concern Resolution 
Process. 

6.3. Stage Two – Formal Workplace Concern Resolution Process 

6.3.1 A formal process should only be undertaken on occasions where 
resolution to workplace concerns has not been possible through 
informal means, or where a formal process is considered to be the only 
viable option. 

6.3.2 It is the Trust’s expectation that a Workplace Concern Resolution form 
(Appendix 8 Workplace Concern Resolution Form in the Resolution of 
Workplace Concerns Policy Supporting Documents) should have been 
completed by the employee raising concerns, prior to any formal 
process being undertaken. Where staff members have difficulty 
expressing themselves, for any reason, they may wish to seek support 
from their trade union / professional body colleagues, the People 
Experience Team or the Trust’s Freedom to Speak Up Champions. 

6.3.3 In all instances, the Formal Workplace Concern, should be in writing 
and should clearly state the details of the concern or complaint, what 
outcome is requested and should typically include the following 
information: 

• The full details of the concerns, making it clear that it is being raised 
under Stage Two of the Resolution of Workplace Concerns process. 

• What has been done in an attempt to address the concern informally 
at stage one (where applicable). 

• What outcome, or range of outcomes, is being requested. 

6.3.4 On receipt of a Workplace Concern Resolution form, the Trust should 
acknowledge its receipt within five working days, and a Formal 
Workplace Concern Manager will be appointed. The Formal Workplace 
Concern Manager should be of an appropriate level of authority (e.g. 
the next level of management) and not previously involved. A member 
of the People Experience Team may also be identified to support the 
formal process. 

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
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6.3.5 The Formal Workplace Concern Manager should contact the employee 
within five working days of their appointment, to confirm that they have 
been appointed, notify them that a Stage Two Formal Workplace 
Concern Resolution Meeting will now be arranged and inform them of 
their right to be accompanied at the meeting (see Appendix. 3 Formal 
Workplace Concern Resolution Meeting in the Resolution of Workplace 
Concerns Policy Supporting Documents). 

6.3.6 The Formal Workplace Concern Resolution Meeting should normally be 
scheduled to take place within 10 working days of the Formal 
Workplace Concern Manager’s appointment. Where this is not possible, 
the reasons for the longer timescale should be clearly communicated to 
the employee and a date arranged as soon as possible. 

6.3.7 If a staff member’s trade union professional body representative or 
workplace colleague cannot attend on the proposed meeting date then, 
in consultation with the staff member or representative, an alternative 
date will be arranged but this should be within 10 working days. 

6.3.8 Formal Investigation  

6.3.8.1 In some cases, following the Formal Resolution Meeting, the 
Formal Workplace Concern Manager may investigate the 
concern and find out the facts by speaking to all relevant 
parties and gathering necessary information to respond to the 
formal concern. Any decision in this regard should usually be 
made with support from the People Experience Team. 

6.3.8.2 In instances where it is not deemed as appropriate for the 
Formal Workplace Concern Manager to investigate the 
concern, it may be necessary to appoint an independent 
Investigating Officer (selection criteria and role of the 
Investigating Officer are detailed in Appendix 5 Selection 
Criteria and Role of Investigators in the Resolution of 
Workplace Concerns Policy Supporting Documents), who has 
not been directly or indirectly involved with the content of the 
concerns raised. The Workplace Concern investigation 
procedure is set out in Appendix 4 Investigation Procedure in 
the Resolution of Workplace Concern Policy Supporting 
Documents. 

6.3.8.3 A projected timeline should be provided to the colleague who 
has raised the concern along with the contact details of the 
Investigating Officer. It is recognised that this timeline may be 
subject to change, but the colleague should be kept informed 
of any changes and the reasons. 

6.3.8.4 It is the Trust’s expectation that any formal investigation should 
normally be completed within one calendar month. 
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6.3.9 Responding to the Formal Workplace Concern 

6.3.9.1 Whether responding following the initial Formal Resolution 
Meeting, or after a further period of fact-gathering or 
commissioned investigation, the manager should ensure they 
confirm their response to all appropriate parties in writing, 
setting out clearly in an outcome letter: 

• Recap of the concern(s) raised and desired resolution from 
the employee. 

• Include all relevant accounts and viewpoints. 

• Findings of fact on each of the points raised. 

• Decisions and recommended, relevant and achievable 
actions and the reasons for these outcomes, and if they 
are different to the desired resolutions sought by the 
employee, the reasons for this. 

• Details of any wider issues discovered (e.g. shortcomings 
of procedure or policy) and any recommended actions to 
be taken to rectify these, to prevent future reoccurrence. 

• Where actions are required as part of an outcome, 
reference to the person responsible for action and, if 
appropriate, an achievable timescale in which the actions 
are expected to be achieved by. 

• Inform of the right of appeal and timeframe. 

6.3.9.2 Only outcomes associated with the terms of reference and 
where individuals have had the right to respond should be 
included in the outcome of the Formal Workplace Concern 
Resolution Process. 

6.3.9.3 After the investigation has concluded and the outcome has 
been determined, it is good practice for the Formal Workplace 
Concern Manager to offer the opportunity to meet with the 
individual(s) who has raised the concern or the subject of the 
concern, to verbally inform them of the outcome prior to written 
confirmation, although it is recognised that this is not always 
practicable. The manager may consider contacting the People 
Experience Team for advice prior to any such meeting. Written 
outcomes should not be unreasonably delayed, and advice 
should be sought from the People Experience Team. 

6.3.9.4 The outcome letter(s) should be sent within five working days 
of the formal workplace concern resolution meeting, or within 
five working days of the employee being informed verbally of 
the conclusion of any formal investigation. A copy of the letter 
should be placed in the employee’s personal file. 
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6.3.9.5 If the workplace concern highlights any issues concerning 
policies, procedures or conduct, they should be addressed as 
soon as possible and escalated to the appropriate person 
responsible for action. The formal workplace concern manager 
will be responsible for the appropriate escalation of any 
actions not completed within the designated timescale. 

6.3.9.6 The Trust expects that all parties will engage in appropriate 
restorative recommendations made as a result of a formal 
resolution process. Should any involved party have concerns 
with any recommendations that directly and materially impact 
them, they may raise this with the Formal Workplace Concern 
Manager or the appropriate designated person responsible for 
action. 

6.4. Stage Three - Appeal 

6.4.1 Employee Appeal 

6.4.1.1 Where the employee remains dissatisfied with the response to 
their formal workplace concern, they have the right to appeal. 

6.4.1.2 The individual concerned must submit a written appeal to the 
designated appeal contact within 10 working days of the date of 
receipt of the formal outcome letter and confirm which of the 
following their grounds of appeal is based on. 

6.4.1.3 The Employees written appeal should also include: 

• The full details of the original concern(s) raised under this 
policy and enclosing any written correspondence from 
previous steps of the procedure. The appeal letter should 
not include new issues not already considered at stage 
two. 

• What has been done in attempt to address the concerns at 
stage one and stage two of the resolution procedure and 
why these responses were considered unsatisfactory. 

• Make clear the grounds for the appeal and include all 
relevant information or supporting evidence (no new issues 
should be introduced). 

• If relevant, outline which of their issues they feel has not / 
have not been properly considered and why. 

• Clearly state the desired outcome from the appeal. 

• Any statements and documents which they intend to rely 
on; a list of any witnesses; and the details of their 
workplace colleague or trade union / professional body 
representative or other support arranged. 
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6.4.1.4 Appendix 6 The Appeal Process of the Resolution of 
Workplace Concerns Policy Supporting Documents provides 
further details and guidance on the appeal process. 

6.4.2 Ill Health 

Circumstances may arise when the ill health of a member of staff 
prevents the workplace concern resolution procedure from being 
followed because they are too unwell to participate in the investigation, 
adequately prepare for a resolution meeting or attend the meeting itself. 
Where this is the case, the following principles may apply: 

• The ill health of a member of staff may not be grounds for ceasing 
any on-going process. 

• Where employee absence is likely to be short-term (usually less 
than 28 days), the Formal Workplace Concern Manager may wait 
until the member of staff recovers and is able to take a full part in 
the process. 

• When the absence is on-going and it appears that the member of 
staff is likely to remain absent for an extended period, the Trust may 
require them to co-operate with the Occupational Health (OH) 
department, in determining whether or not they are fit to take part in 
the resolution process. 

• If, following consultation with the appropriate medical 
professional(s), it appears that the member of staff is fit to take part 
in the resolution process, the process will continue although the 
Formal Workplace Concern Manager may, at their discretion, also 
take any of the steps listed in Appendix 1 - Support, Health and 
Wellbeing of the Resolution of Workplace Concerns Policy 
Supporting Documents. 

• Likewise, where it appears that the member of staff is not fit to take 
a full part in the standard resolution procedure, the Chair will 
consider taking any of the steps listed in Appendix 1 - Support, 
Health and Wellbeing of the Resolution of Workplace Concerns 
Policy Supporting Documents. 

• If, after considering appropriate options to support the employee to 
engage with the process, the employee is still not able to attend, the 
Appeal Manager should hold the meeting in their absence. In such 
instances, the employee will be notified of their right to send a 
representative in their absence. 

  

http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10365966


Resolution of Workplace Concerns Policy V4.0 

Page 23 of 33 

6.4.3 Collective Workplace Concerns 

6.4.3.1 Where the workplace concern is raised by a group of more 
than two colleagues, the group must nominate two members 
to represent them at any stage during the procedure. This is in 
addition to any accredited Trade Union representative they 
may choose to accompany them. Other colleagues involved in 
the collective workplace concern process may also attend 
meetings, where appropriate. 

6.4.3.2 With such workplace concerns, if requested, the status quo 
will normally apply until the agreed workplace concern 
resolution procedure has been exhausted and the completed 
proceedings indicate otherwise. However, in exceptional 
circumstances e.g. dangerous working practices, danger to 
staff, patients or the general public it may be necessary to 
take appropriate interim action. 

6.4.4 Overlapping Resolution and Disciplinary / Performance Support 
Cases 

6.4.4.1 Where a member of staff raises a concern during a 
disciplinary or performance management process, a decision 
will need to be made about the best way to handle the two 
issues. 

6.4.4.2 Both issues should be dealt with promptly and without 
unreasonable delay, ideally within one calendar month. Each 
case will be considered on its own merits, and any potential 
delay must be risk assessed for its impact on patient and / or 
staff safety using an Impact Assessment form (see Appendix 
7 – Impact Assessment Tool for Overlapping Employee 
Relations Process of the Resolution of Workplace Concerns 
Policy Supporting Documents). 

6.4.4.3 Where the workplace concern and disciplinary / performance 
management cases are related, it may be appropriate to deal 
with both issues concurrently and, where necessary, the risk 
assessment process contained within the Disciplinary and 
Performance Support policies can be undertaken by the 
manager with guidance from the People Experience Team. 

6.4.5 Commitment to good faith and addressing misuse 

6.4.5.1 The Trust operates under the fundamental principle that all 
staff are raising concerns in good faith to promote a better, 
safer, and fairer working environment. The Trust is clear that 
staff who raise genuine concerns under this policy will not be 
subject to any detriment or victimisation, even if the concern is 
not ultimately upheld. 
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6.4.5.2 A concern may only be deemed vexatious (raised to annoy or 
disrupt) or malicious (raised to cause harm) where a thorough 
investigation of the facts has taken place and clearly 
demonstrates that: 

• The concern was raised dishonestly, with a deliberate 
intention to cause annoyance, or disrupt the work of 
others. 

• The employee was fully aware that the allegation was 
untrue or based on a deliberate distortion of facts. 

6.4.5.3 If an investigation concludes there is clear evidence that the 
concern was raised maliciously or vexatiously, appropriate 
action may be considered. 

7. Dissemination and Implementation 

7.1. A copy of the policy will be stored electronically in the Human Resources section 
of the Trust’s document library. 

7.2. A copy of the policy will be circulated to members of the People Partner teams to 
enable them to support implementation with their managers. 

7.3. A clear communication will be sent to all managers to make them aware that the 
policy has been issued and that they are responsible for cascading the 
information to their staff members including those who do not have regular 
access to e-mail. 

7.4. Staff-Side Joint Consultancy Negotiation Committee (JCNC) and Joint Local 
Negotiation Committee (JLNC) will be advised of the issue of the policy. 

7.5. Information to promote awareness of the revised policy will also be included in 
the monthly Bulletin Extra: Updated Policies and Procedures circulated to all 
staff via their e-mail accounts. 

7.6. The People Partner teams will provide coaching and advice to managers and 
staff as the need arises. 
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8. Monitoring compliance and effectiveness  

Information 
Category 

Detail of process and methodology for monitoring 
compliance 

Element to be 
monitored 

• Number of issues raised under this policy – informal and formal. 

• Time taken to resolve concerns under this policy. 

Lead Chief People Officer. 

Tool People Experience Team’s case log. 

Frequency 
• Bi-monthly. 

• Quarterly. 

Reporting 
arrangements 

The Chief People officer has lead accountability for ensuring the 
policy and procedure is monitored and audited to assess 
effectiveness and that it is applied equally and consistently. 

• Bimonthly report to People and Organisational Development 
committee. 

• Quarterly report to the Trust Board. 

The overall effectiveness of the policy will be considered and any 
remedial actions identified will be recorded in the relevant meeting 
notes or minutes. 

Acting on 
recommendations 
and Lead(s) 

The Deputy Director of People and OD will ensure any subsequent 
recommendations are undertaken. 

Change in practice 
and lessons to be 
shared 

Any policy / system improvements will be actioned in partnership 
with Staff-Side within six months. 

Any policy amendments will be communicated to staff. 

9. Updating and Review 

9.1. This policy has been agreed by Trust management and Staff-Side 
representatives under the partnership arrangements. 

9.2. The policy will be reviewed every three years or earlier if changes to legislation, 
practice, national or local standards dictate. 

10. Equality and Diversity  

10.1. This document complies with the Royal Cornwall Hospitals NHS Trust service 
Equality and Diversity statement which can be found in the Equality Diversity 
And Inclusion Policy or the Equality and Diversity website. 

  

https://doclibrary-rcht.cornwall.nhs.uk/DocumentsLibrary/RoyalCornwallHospitalsTrust/HumanResources/EqualityDiversityAndInclusionPolicy.pdf
https://doclibrary-rcht.cornwall.nhs.uk/DocumentsLibrary/RoyalCornwallHospitalsTrust/HumanResources/EqualityDiversityAndInclusionPolicy.pdf
http://intranet-rcht.cornwall.nhs.uk/shelf/equality-and-diversity/
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10.2. Royal Cornwall Hospitals NHS Trust is committed to a Policy of Equal 
Opportunities in employment. The aim of this policy is to ensure that no 
job applicant or employee receives less favourable treatment because of 
their race, colour, nationality, ethnic or national origin, or on the grounds 
of their age, gender, gender reassignment, marital status, domestic 
circumstances, disability, HIV status, sexual orientation, religion, belief, 
political affiliation or trade union membership, social or employment 
status or is disadvantaged by conditions or requirements which are not 
justified by the job to be done. This policy concerns all aspects of 
employment for existing staff and potential employees. 

10.3. Equality Impact Assessment. 

The Initial Equality Impact Assessment Screening Form is at Appendix 2. 
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Appendix 1. Governance Information 

Information Category Detailed Information 

Document Title: Resolution of Workplace Concerns Policy V4.0 

This document replaces (exact 
title of previous version): 

Resolution Policy V3.0 

Date Issued / Approved: December 2025 

Date Valid From: April 2026 

Date Valid To: April 2029 

Author / Owner: Samantha Poyntz – People Partner 

Contact details: 01872 253240 

Brief summary of contents: 
This policy sets out the Trust’s approach to managing 
concerns and disputes raised by members of staff in 
a consistent, fair and just manner. 

Suggested Keywords: 
Grievance, concern, complaint, dispute, informal, 
formal, dignity. 

Target Audience: 

RCHT:  Yes 

CFT: No 

CIOS ICB:  No 

Executive Director responsible 
for Policy: 

Chief People Officer 

Approval route for consultation 
and ratification: 

Joint Consultancy Negotiation Committee (JCNC) 

Manager confirming approval 
processes: 

Deputy Chief People Officer 

Name of Governance Lead 
confirming consultation and 
ratification: 

Leanne Austin, Interim Governance Manager, Head 
of People Experience 

Links to key external standards: None required 
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Information Category Detailed Information 

Related Documents: 

• ACAS Code of Practice on Disciplinary and 
Grievance Procedures. 

• ACAS Guide: Discipline and grievances at work. 

• Dignity at Work Policy. 

• Disciplinary Policy. 

• Freedom to Speak Up: Raising Concerns Policy. 

• Performance Support Policy. 

Training Need Identified: Yes – This is currently under review. 

Publication Location (refer to 
Policy on Policies – Approvals 
and Ratification): 

Internet and Intranet 

Document Library Folder / Sub 
Folder: 

Human Resources 

Version Control Table  

Date 
Version 
Number 

Summary of Changes 
Changes Made 
by 

August 
2010 

V1.0 Initial issue Human Resources 

July 2011 V1.1 
Policy re-formatted to comply with the Trust 
Policy on Policies document. 

Helen Strickland, 
Human Resources 

December 
2015 

V1.2 
Amendment made to Section 6.3.5 Appeal 
Meeting – Stage 3 pending full review of 
policy. 

Helen Cridland, 
Acting Associate 
Director of HR and 
OD 

March 2018 V2.0 

Full review of policy including: 

• Review of timescales. 

• Introduction of recording devices. 

• Improved monitoring and recording. 

• Addition of overlapping ER issues 
impact assessment tool. 

Helen Strickland, 
Human Resources 

July 2018 V2.1 

• Section 1: paragraph 1.3 amended for 
clarification re process. 

• Section 4: ‘dispute’ definition amended. 

• Section 6.2: reworded for clarity. 

• Section 6.4: wording clarified and 

Helen Strickland, 
Human Resources 

https://www.acas.org.uk/acas-code-of-practice-on-disciplinary-and-grievance-procedures
https://www.acas.org.uk/acas-code-of-practice-on-disciplinary-and-grievance-procedures
https://www.acas.org.uk/acas-guide-to-discipline-and-grievances-at-work
http://doclibrary-rcht-intranet.cornwall.nhs.uk/GET/d10168778
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=disciplinary+policy&_gl=1*skmwkl*_ga*NzQwMzY0MDM0LjE3NzIwMTcyNTc.*_ga_ZR2PCYHL0E*czE3NzIwMTcyNTckbzEkZzEkdDE3NzIwMTgxNjUkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=disciplinary+policy&_gl=1*113zx2i*_ga*NzQwMzY0MDM0LjE3NzIwMTcyNTc.*_ga_ZR2PCYHL0E*czE3NzIwMTcyNTckbzEkZzEkdDE3NzIwMTgxMDQkajYwJGwwJGgw
http://doclibrary-rcht-intranet.cornwall.nhs.uk/RoyalCornwallHospitalsTrust/Intranet/DocumentsLibrary/Search/DocumentLibrarySearch.aspx?searchterm=Performance+Support&_gl=1*1x94gdv*_ga*NzQwMzY0MDM0LjE3NzIwMTcyNTc.*_ga_ZR2PCYHL0E*czE3NzIwMTcyNTckbzEkZzEkdDE3NzIwMTgyNjQkajYwJGwwJGgw
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Date 
Version 
Number 

Summary of Changes 
Changes Made 
by 

amended to ‘prior to and including their 
last day of service’. 

• Section 6.5: amendment to 6.5.1.1 re 
role of staff side in informal process. 

• Section 6.5.2: third bullet point, addition 
of ‘where applicable’. 

• Section 6.5.3: clarification of appeal 
process. 

• Section 6.6 and 6.7: new sections 
relating to ill health and special 
measures. 

January 
2022 

V3.0 

Full review of policy including: 

• Review of terminology and ensuring 
principles in line with restorative just 
and learning culture. 

• Additional support for individuals. 

• Link to Employee Assistance 
Programme (EAP). 

Angela Chisholm 
People Risk, 
Policy and 
Governance 
Manager 

January 
2026 

V4.0 

Full review of policy including: 

• Transfer to Trust approved template. 

• Title Change. 

• Review of terminology – ‘Resolution’ 
amended to ‘Workplace Concern’. 

• Enhanced focus on informal resolution 
and introduction of 72 hour process 
pause. 

• Appendix 5 amended to Appendix 10. 
‘Workplace Concern Resolution Form’. 

• Enhanced Support, health and 
wellbeing. 

Samantha Poyntz, 
People Partner 

All or part of this document can be released under the Freedom of Information Act 
2000. 

All Policies, Strategies and Operating Procedures, including Business Plans, are 
to be kept for the lifetime of the organisation plus six years. 

This document is only valid on the day of printing. 

Controlled Document. 
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This document has been created following the Royal Cornwall Hospitals NHS Trust The 
Policy on Policies (Development and Management of Knowledge Procedural and Web 
Documents Policy). It should not be altered in any way without the express permission of 
the author or their Line Manager.  

https://doclibrary-rcht.cornwall.nhs.uk/DocumentsLibrary/RoyalCornwallHospitalsTrust/HealthInformatics/CorporateAndHealthRecords/ThePolicyOnPoliciesDevelopmentAndManagementOfKnowledgeProceduralAndWebDocumentsPolicy.pdf
https://doclibrary-rcht.cornwall.nhs.uk/DocumentsLibrary/RoyalCornwallHospitalsTrust/HealthInformatics/CorporateAndHealthRecords/ThePolicyOnPoliciesDevelopmentAndManagementOfKnowledgeProceduralAndWebDocumentsPolicy.pdf
https://doclibrary-rcht.cornwall.nhs.uk/DocumentsLibrary/RoyalCornwallHospitalsTrust/HealthInformatics/CorporateAndHealthRecords/ThePolicyOnPoliciesDevelopmentAndManagementOfKnowledgeProceduralAndWebDocumentsPolicy.pdf
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Appendix 2. Quality and Equality Impact Assessment (QEIA) 
Guidance Form 

The QEIA process allows RCHT to monitor the impact of changes to its policies and 
services, ensuring that nobody is unduly disadvantaged. 

For guidance, please contact the Equality, Diversity and Inclusion Team at 
rcht.inclusion@nhs.net  

1. About the Policy / Service Change: 

Information Category Detailed Information 

Individual completing QEIA: 

(Name, Role, Email) 

Samantha Poyntz, People Partner 

samantha.poyntz@nhs.net 

Service Area: 

(Department, Care Group) 
People Experience 

Name of document: 
Resolution of Workplace Concerns Policy 
V4.0 

Type of document: 

(Policy, Strategy, Service Change) 
Policy 

Policy / Service Change Objective(s): 

(What should it achieve, and for 
whom?) 

The policy sets out the Trust’s approach to 
managing concerns and disputes raised by 
members of staff under this policy. 

Does this Policy / Service Change: 

(Select all that apply) 

Eliminate Discrimination? Yes 

Advance Equal Opportunity? Yes 

Foster Good Relations? Yes 

Which Groups are impacted by this 
policy? 

(Select all that apply) 

Yes – Workforce. 

No – Patients. 

No – Visitors. 

No - System Partners. 

No - External Organisations. 

No – Contractors. 

2. About the impact: 

For each characteristic, please indicate whether you think the impact will be positive, 
negative or unknown, and provide a brief explanation: 

Note: Stating ‘This document has no impact on this group’ for all characteristics will result 
in the document not being approved. 

mailto:rcht.inclusion@nhs.net
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Characteristic Impact Explanation 

Age Positive  

Sex Positive  

Gender Reassignment Positive  

Race, Ethnicity, Culture Positive 

Members of staff whose first language is 
not English will be offered support through 
the process. This may include access to 
and the right to be accompanied at any 
meetings by a translator. 

Disability or Long-term 
Health Condition 

Positive  

Religion or Belief Positive  

Marriage and Civil 
Partnership 

Positive  

Pregnancy and Maternity Positive  

Sexual Orientation Positive  

Armed Forces Community Positive  

Low Income Households Positive  

A consultation must take place with appropriate groups to clarify unknown impacts and 
recommend mitigation of negative impacts. 

3. About the Consultation 

Information Category Detailed Information 

Which bodies have been 
consulted? 

(Not all will be required) 

Yes Service Employees. 

Yes Employee Network Groups. 

Yes Union Representatives. 

No EDI Team. 

No Patient / Service Users. 

No Patient Advisory Group. 

No Patient Representatives. 

No Local / National Charities. 

No System Partners. 

No External Organisations. 

No Other. 
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Information Category Detailed Information 

Please list the individuals / 
groups who have been 
consulted: 

(Role, Organisation, Email. Avoid 
using individual names) 

Joint Consultancy Negotiation Committee (JCNC) 

Consultation Outcomes: 

(Positive feedback, new negative 
impacts, recommendations) 

Approved – No further action required. 

What action will you now take? No further amendments required. 

Provide Details: None required 

Do any negative impacts 
remain?  

No 

Explain rationale for 
proceeding with negative 
impacts: 

None required 

 

I am confident that this QEIA is an honest reflection of my efforts to comply with the Public 
Sector Equality Duty, and that all appropriate, necessary actions have been taken to 
mitigate any negative impacts as far as practicable.  

Name: Samantha Poyntz Role: People Partner 

 

 


