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1. Statement 

1.1 The University recognises that, from time to time, employees may have 

problems or concerns regarding their work or relationships with colleagues 

which they wish to raise and have addressed. The University seeks to 

resolve such issues informally wherever possible. A formal grievance should 

only be invoked if no informal resolution has been found, or the matter is 

significantly serious to be managed informally.  

1.2 If more than one employee wishes to raise the same concern, and the 

employees feel that it can be dealt with collectively, the same procedure will 

be followed as for individual grievances. Issues raised that fall under the 

collective bargaining process should be raised by the relevant Trade Union 

via the Joint Negotiating Committee (JNC). 

1.3 In the case of anonymous reports where investigation may not possible or 

feasible, systemic options/campaigns will be considered where appropriate. 

1.4 Additional support can be accessed on the: 

1.4.1 Grievance guidance for employees 

1.4.2 Grievance guidance for line managers  

2. Purpose 

2.1 This policy sets out the framework for raising, addressing and resolving 

concerns without unreasonable delay.   

2.2 If a complaint or concern relates to bullying, harassment, discrimination or 

victimisation, please refer to the Dignity and respect at work policy. If a 

complaint relates to gender-based violence or sexual misconduct, please 

refer to the Gender-Based Violence (including sexual misconduct) policy for 

further information and support.  

2.3 Where a complaint or concern directly relates to ongoing disciplinary 

proceedings, the employee should raise this during the disciplinary 

procedure e.g., during the disciplinary or appeal hearing. If a grievance is 

raised during disciplinary proceedings that is unrelated to the ongoing 

proceedings, both procedures will normally run independently in parallel.  

2.4 Any complaint investigated that amounts to misconduct may lead to action 

taken under the Disciplinary procedure.  

https://www.st-andrews.ac.uk/staff/human-resources/support-for-employees/grievance/
https://www.st-andrews.ac.uk/staff/human-resources/support-for-managers/manager-toolkits/grievance-guidance/
https://www.st-andrews.ac.uk/policy/staff-employee-relations-dignity-and-respect/dignity-and-respect-at-work-policy.pdf
https://www.st-andrews.ac.uk/policy/staff-employee-relations-dignity-and-respect/gender-based-violence.pdf
https://www.st-andrews.ac.uk/policy/staff-employee-relations-dignity-and-respect/gender-based-violence.pdf
https://www.st-andrews.ac.uk/staff/human-resources/support-for-employees/disciplinary/
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3. Scope  

3.1 Employees 

3.1.1 This policy applies to all University employees who are currently 

employed at the University. Employees should report any matters 

following the reporting options outlined in this policy.  

3.1.2 If an employee has a complaint regarding a student, the employee 

should raise the matter using Report & Support or, if preferred, 

contact the University Student Conduct Team directly 

(studentconduct@st-andrews.ac.uk). 

3.2 Other members of the University  

3.2.1 Other members of the University who are not employees (bank 

workers, agency workers, other casual workers, honorary staff, 

visiting fellows, scholars and any third party engaged to work at the 

University) should report their concerns using Report & Support or, if 

preferred, directly to their Head of School/Unit or Human Resources.  

3.2.2 Any external party who has a complaint should raise the matter via 

the University’s Complaints Handling Procedure (CHP). 

3.2.3 Student should raise complaints using Report & Support or, if 

preferred, contact Student Services directly. 

3.2.4 Any complaint received regarding an employee will be passed to HR 

to investigate accordingly.  

3.2.5 If a complaint relates to a worker supplied by an external agency, 

supplier, auditor or any third-party company, the University will 

transfer the matter to the agency/company to manage on behalf of 

the University. It will be the responsibility of Human Resources (HR), 

to notify the external agency/company of the complaint and ensure 

appropriate support is provided to the employee who has disclosed 

the matter. It will be the responsibility of that agency/company to 

investigate and conclude matters as appropriate in line with their 

existing policies. Depending on the outcome, the University reserves 

the right not to engage the services of that individual or company 

again.   

  

https://reportandsupport.st-andrews.ac.uk/
mailto:studentconduct@st-andrews.ac.uk
https://reportandsupport.st-andrews.ac.uk/
https://www.st-andrews.ac.uk/hr/businesspartner/
https://www.st-andrews.ac.uk/terms/complaints/
https://reportandsupport.st-andrews.ac.uk/
https://st-andrews-advocate.symplicity.com/care_report/
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4. How to report a complaint 

4.1 Informal resolution 

4.1.1 Every effort should be made to resolve grievances informally at 

School or Unit level before progressing formally, particularly when 

the grievance is in relation to a fellow employee.  

4.1.2 It is expected that employees will raise their concerns informally with 

their line manager in the first instance. If the complaint is regarding 

their immediate line manager, the complaint should be raised with 

the manager above the line manager. 

4.1.3 The line manager (or appropriate other) will discuss the employee’s 

concerns in confidence and undertake the necessary enquiries in 

order to address the issue. The line manager (or appropriate other) 

will also attempt to identify possible resolutions with the employee. If 

the grievance is against another employee, the line manager may, 

after a discussion with both, bring together both parties to facilitate a 

discussion and resolution or recommend referral to the University’s 

mediation service.  

4.1.4 It is the line manager’s responsibility to seek prompt and informal 

resolution where possible and update the employee, providing a 

summary note of the action taken ideally via email.  

4.1.5 If the complaint or concern remain/continues after informal measures 

have been taken, or the employee feels it cannot be resolved 

informally due to the seriousness of the complaint, the employee 

may want to consider discussing the matter with a member of the 

mediation team and/or raise a formal complaint. 

4.2 Mediation 

4.2.1 Purpose of mediation 

a. Mediation is an important consideration for resolving issues at an 

early stage and the University strongly encourages employees to 

participate if this is recommended as a way of resolving the 

complaint. It is a voluntary process where an impartial third party 

enables two or more people to work through conflict or 

disagreement, with a view to finding a mutually agreeable 

solution. 

b. Sometimes certain behaviours can be perceived as 

discrimination, harassment or bullying, when that is not how they 

were intended. Mediation can be a good way to help see the other 

https://www.st-andrews.ac.uk/mediation/
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person’s perspective and help the other side see how their 

behaviour is impacting others.  

c. The Resolution policy provides further information about 

mediation and the process.  

4.2.2 How to arrange mediation 

a. Mediation can only take place when all parties are willing to 

mediate. The University may recommend mediation in responding 

to informal and formal approaches.  

b. Employees and students can contact the in-house mediation 

service directly by email mediation@st-andrews.ac.uk. Employees 

can also be referred to the service by their line manager or HR. 

Students can be referred by employees in academic schools, by 

Student Services or other professional units in the University. 

Members of the public may be referred by the Complaints 

Handling Procedure or by other units or schools within the 

University.   

4.3 Formal resolution 

4.3.1 There are several ways to formally report a complaint to the 

University. These are listed below in sections 4.3.3 and 4.3.4.  

4.3.2 A formal grievance/complaint must usually be made within three 

months of attempted informal resolution and certainly without 

unreasonable delay. 

4.3.3 Report & Support - Report and support is an online reporting tool 

which allows anyone to report matters which are deemed to be 

unacceptable. Reports can be submitted with contact details 

(identifiable) or anonymously (unidentifiable). To make a report, or 

for further details visit the Report & Support webpage.  

4.3.4 Reporting openly to an appropriate adviser (recommended)   

a. Reporting with contact details (openly) through Report & Support 

provides the employee with the opportunity to disclose personal 

details about themselves, the incident and, the reported 

perpetrator (if applicable).  

b. It allows University staff (“an appropriate adviser”), such as HR, 

Student Services or the Student Conduct Officer, experienced in 

managing complaints, the ability to respond to the person who 

raised the report, discuss support options and, if necessary, take 

appropriate action, such as investigation to seek a resolution.  

https://www.st-andrews.ac.uk/policy/staff-employee-relations-resolving-workplace-disputes/resolution-policy.pdf
mailto:mediation@st-andrews.ac.uk
https://www.st-andrews.ac.uk/terms/complaints/
https://www.st-andrews.ac.uk/terms/complaints/
https://reportandsupport.st-andrews.ac.uk/
https://reportandsupport.st-andrews.ac.uk/
https://reportandsupport.st-andrews.ac.uk/
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c. The University encourages employees, wherever possible, to 

disclose incidents openly to ensure that appropriate support and 

action can be taken.  

4.3.5 Anonymous reporting  

a. Employees can choose to report matters anonymously to the 

University if they feel that it is appropriate in their circumstances.  

b. Anonymous reporting provides the University with statistical 

information, which is used to identify and monitor trends of any 

issues that arise at the University.  

c. It is important to note that the University will not be able to offer 

direct support and advice to the employee if an anonymous report 

is received however employees are still encouraged to access 

appropriate support services as listed on the Report & Support 

webpage.  

d. The University will not normally act upon anonymous reports, 

notably where there is insufficient information to advance a fair 

and thorough investigation. However, there may be 

circumstances, including if the reported perpetrator has been 

named anonymously in one or more instances, where it will be 

necessary for the University to assess whether further action can 

be taken, as part of the University’s obligations to provide a duty 

of care, to all parties who may be affected. Further action may 

include one or more of the following: risk assessment, advising 

staff where concerns about their behaviour have been raised, 

and/or assessing the matters raised under formal procedures. 

4.3.6 Report directly (out with Report & Support) 

a. If preferred, the employee may submit a formal grievance. 

Employees are encouraged to use the formal grievance template 

to structure their complaint. 

b. The grievance should be addressed to the employee’s line 

manager (or the person who dealt with the issue informally if 

different) and copied to the Director of HR. If the complaint relates 

to the line manager, it should be addressed to the line manager’s 

manager. 

4.3.7 The grievance should: 

a. State clearly that the grievance procedure is being invoked. 

b. Contain a brief description of the reasons for the complaint, 

including relevant facts, dates, and names of individuals involved. 

https://reportandsupport.st-andrews.ac.uk/
https://reportandsupport.st-andrews.ac.uk/
https://www.st-andrews.ac.uk/assets/university/human-resources/documents/grievance/formal-grievance-template.docx
mailto:hrdirector@st-andrews.ac.uk
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c. Indicate what steps have been taken to try and resolve the 

grievance informally; and 

d. Indicate what outcome is being sought as a result of raising this 

grievance.   

5. What to expect after a complaint is made to the 

University  

5.1 Setting up a grievance meeting  

5.1.1 Once a formal complaint has been received, (whether via Report & 

Support or using the formal grievance template), the following steps 

will occur:  

5.1.2 The Director of HR (or appropriate delegate) will pass the grievance 

to a member of Human Resources (HR) to progress.  

5.1.3 HR will send an acknowledgement email within 3 working days* to 

confirm the complaint has been received and action will be taken. 

5.1.4 HR will arrange for an appropriate person to hear the grievance. This 

person will be the grievance manager and will have no conflict of 

interest and had no prior involvement in the case. Usually, they will 

be a senior member of staff of the School/Unit in which the employee 

works however there may be circumstances when there will be a 

requirement to request that someone from another School or Unit 

acts as grievance manager. This will be at the discretion of the 

Director of HR.  

5.1.5 Depending on the level of detail provided on the initial 

report/grievance template, the employee may be required to submit 

further details however this will vary from case to case and will be 

confirmed to the employee by the grievance manager or HR.  

5.1.6 If the grievance relates to another employee, that employee will be 

given a copy of the complaint in order that they can prepare a 

response.   

5.1.7 The meeting will be convened by sending an invitation to the 

employee. The invitation letter will be sent by HR which will detail the 

date, time and location of the meeting.  

5.1.8 The meeting will be held with the employee as soon as possible; 

however, employees should be aware that it can be a time-

consuming process to arrange for a grievance manager to hear the 

grievance. In addition, a grievance manager may choose to carry out 

https://reportandsupport.st-andrews.ac.uk/
https://reportandsupport.st-andrews.ac.uk/
https://www.st-andrews.ac.uk/assets/university/human-resources/documents/grievance/formal-grievance-template.docx
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an investigation of any allegations made before the formal grievance 

meeting takes place. In this instance, employees will be informed of 

this in advance.  

5.2 The Grievance meeting  

5.2.1 A member of HR will be present at all formal grievance meetings and 

appeals to provide professional advice on the operation and 

application of this policy and ensure consistency of practice.   

5.2.2 Employees are entitled to be accompanied at any formal grievance 

meeting by either a trade union representative or a work colleague. 

Neither party involved in the grievance nor the University will have 

legal representation present at any University grievance related 

meeting. 

5.2.3 If the employee (or their accompanying person) requires any special 

requirements/ adjustments e.g., due to a disability or medical 

condition, then they must notify the HR representative who will make 

the appropriate arrangements. 

5.2.4 At the meeting, the employee will be asked to explain the reasons for 

their grievance and explore the suggested resolutions.  

5.2.5 It is not the University’s policy to allow audio or visual recording of 

meetings. Please see Guidelines on Recording of Meetings involving 

University Staff and Students. Instead, notes will be taken which will 

summarise the key points. They are not intended to be a verbatim 

record. 

5.2.6 Where the employee who has raised the grievance fails to attend a 

meeting without good reason, a decision may be taken in their 

absence based on the evidence provided, or the grievance may be 

treated as being abandoned. 

5.3 Investigation  

5.3.1 The amount of investigation required will depend on the nature of the 

allegations and will vary from case to case. There may be situations 

where the grievance manager will be required to meet with others as 

well as the person who raised the complaint to gather details of the 

case (e.g. the subject of the complaint, any witnesses to the 

complaint cited in the grievance). The Investigation procedure 

provides detailed guidance on this process.  

5.3.2 All members of the University community are required to: 

a. Participate and cooperate with any investigation that they may be 

involved in or witness to. This is a reasonable expectation of 

https://www.st-andrews.ac.uk/students/rules/guidelinesonrecordingmeetings/
https://www.st-andrews.ac.uk/students/rules/guidelinesonrecordingmeetings/
https://www.st-andrews.ac.uk/staff/human-resources/support-for-employees/workplace-investigations/
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anyone who may have information that could assist an 

investigation. Any individual who unreasonably refuses to follow a 

request to participate in an investigation without a legitimate 

reason in doing so may be subject to disciplinary action being 

taken against them. 

b. Maintain confidentiality and not disclose any information 

discussed or shared with others. Breaches to confidentiality will 

be taken seriously and may be subject to disciplinary action being 

taken against them. 

5.3.3 Employees required to participate and cooperate with an 

investigation are encouraged to read the Witness Guidance for 

information on the process.  

5.3.4 The University reserves the right to transfer the issue to a different 

policy either during or after an investigation should there be sufficient 

evidence to support this and it is deemed appropriate to do so. This 

will only be taken on the advice of HR. 

5.4 Key information  

5.4.1 Where the grievance is related to existing conditions of employment 

or an established working practice, in the interest of good employee 

relations, no alteration will be made to the existing conditions of 

employment or the established working practice which gives rise to 

the grievance until the matter has been resolved, unless business 

continuity dictates the alteration necessary. 

5.4.2 The University will maintain the right of academic staff to exercise 

their Academic Freedom as that term is understood in accordance 

with the legislation, ordinances and resolutions affecting the 

University. The right of Academic Freedom must be balanced by the 

obligation to use that freedom responsibly and professionally and 

respecting other rights which staff enjoy. Further information on the 

Freedom of Expression Legal Framework including what 

circumstances are not protected under this Act can be accessed on 

the Equality, Diversity & Inclusion webpage. 

5.4.3 If there is a demonstrable and appropriate need to vary proceedings, 

the grievance manager should seek approval from HR. 

5.5 The outcome  

5.5.1 The employee will be notified of the outcome of their grievance in 

writing, without unreasonable delay. The outcome letter will confirm: 

a. The outcome of the grievance including rationale.  

https://www.st-andrews.ac.uk/staff/human-resources/support-for-employees/witness-guidance/
https://www.st-andrews.ac.uk/hr/edi/equalityact/humanrights/
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b. Any actions the University intends to take upon completion of the 

grievance (e.g. invoking the Disciplinary procedure).  

c. The employee’s right to appeal the decision.  

d. The employee will not be informed of the outcome of any action 

taken against a fellow employee as a result of this grievance.  

5.5.2 If the grievance relates to another employee, that employee will also 

be informed of the grievance outcome and of any actions relating to 

them. The outcome of any further process will not be shared with the 

complainant, the grievance manager, or any other party involved in 

the grievance process (e.g. witnesses) to protect confidentiality.  

5.5.3 An employee should not suffer any victimisation or reprisal as a 

result of bringing a grievance regardless of the outcome. Any such 

victimisation or reprisal would be a matter for disciplinary 

investigation. However, if, after any stage of this grievance process 

has been concluded, it is the view of the Director of HR or the 

grievance manager that a complaint had no merit, the grievance may 

be rejected. If the complaint is deemed to be vexatious then this may 

form the basis for disciplinary action to be taken against the 

employee. 

5.6 Withdrawing a grievance 

5.6.1 If, at any time, the employee wishes to withdraw their lodged 

grievance, they must make their intentions known, in writing, to the 

grievance manager or the HR person dealing with the grievance. 

The University reserves the right to investigate the original complaint 

if it is considered prudent to do so, even if the employee withdraws 

the grievance. 

5.7 Right of appeal 

5.7.1 The employee making the complaint has the right to appeal against 

the decision if: 

a. There has been a failure to follow procedure which has had a 

material effect of the decision.  

b. The outcome and recommendations are unreasonable and 

significantly out of line with the issues considered. 

c. New evidence available which could not reasonably have been 

provided at the initial hearing, and which would have had a 

material effect on the decision.  

5.7.2 The written appeal should clearly confirm the grounds for the appeal.  
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5.7.3 A request for an appeal must be lodged, in writing, within 10 working 

days* of the employee being notified of the decision i.e. the date on 

the outcome letter and be addressed to the Director of HR.  

5.7.4  The appeal will be acknowledged in writing with the employee and 

HR will arrange for an appropriate person to hear the appeal. This 

person will be the appeal manager and will have no conflict of 

interest and have had no prior involvement in the case. The appeal 

manager will review the circumstances and respond with an outcome 

based on the findings. In advance of the hearing, the appeal 

manager will receive the original grievance, outcome letter and the 

appeal letter. 

5.7.5 The appeal hearing will be held with the employee as soon as 

possible; however, employees should be aware that it can be a time-

consuming process to arrange for an appeal manager to hear the 

appeal.  

5.7.6 The hearing will be convened by sending an invitation to the 

employee, usually electronically. The invitation letter will be sent by 

HR and will indicate the logistics of the hearing (date, time and 

location), state the right to be accompanied, and confirm who will 

hear the appeal.  

5.7.7 The grievance manager will be invited to the appeal hearing to 

present their rationale for the decision. 

5.7.8 The employee will be invited to attend the appeal hearing to explain 

the reasons for their appeal and why they are not content with the 

outcome. The appeal manager may carry out further investigation 

after the appeal hearing based on what was discussed. The 

employee will be informed if any further investigation is required.   

5.7.9 The employee will be notified of the outcome of their appeal in 

writing, usually electronically, without unreasonable delay, normally 

within 10 working days* of the appeal hearing, unless further 

investigation is required. The decision following appeal is final and 

there will be no further internal right of appeal. 

6. Confidentiality 

6.1 The University aims to keep information confidential to the maximum extent 

possible. Confidentiality will be maintained as far as reasonably possible, 

and information will only be shared with others on a need-to-know basis. 

There will however be information that is required to be shared. For instance: 

mailto:hrdirector@st-andrews.ac.uk
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6.1.1 The complainant’s identity and the nature of the allegations must be 

revealed to the person causing the offence so they can appropriately 

respond to the allegations. 

6.1.2 Some details may have to be provided to potential witnesses (if 

applicable). However, the importance of confidentiality will be 

emphasised to all witnesses and, if breached, may result in 

disciplinary action.  

6.1.3 Line managers may need to be provided with information if, for 

instance, employees are recommended to move departments/roles 

as part of the outcome into the grievance.  

6.2 All employees have a duty to maintain a safe and equitable workplace. As 

such, any report that raises a concern for the safety of any member of the 

University community or others may require police or external authority 

intervention. The University will not usually report the matter to the police or 

other external authorities without employee consent; however, in exceptional 

circumstances, the University may exercise the right to pass information on. 

The grievance manager must document reasons for their decision to share 

this information and inform the person who disclosed the matter of the 

reason why confidentiality cannot be contained and of the steps that will be 

taken upon reporting to the police (or other external authority).  

7. Support 

7.1 The University offers a confidential Employee Assistance Programme (EAP), 

which is available to all employees to support with personal problems that 

can affect work life, home life, and general wellbeing. The service also gives 

free access to a digital Health and Wellbeing App which gives support and 

guidance on a wide range of resources on physical wellbeing, mental 

wellbeing, work and productivity, movement sleep, financial wellbeing, 

nutrition, hydration and energy. Contact details and how to register can be 

found on the EAP website.  

7.2 Employees have access to the Staff Wellbeing webpage which offers 

support on various matters.  

7.3 Any questions employees have about matters raised in this policy should be 

raised with their HRBP. Any work-related issues should be addressed directly 

with their line manager.  

7.4 For internal support, contact HR or where an employee is a member of a 

Trade Union, they can reach out to their representative for support and 

guidance. 

https://www.st-andrews.ac.uk/staff/human-resources/wellbeing/eap/
https://www.st-andrews.ac.uk/staff/human-resources/wellbeing/
https://www.st-andrews.ac.uk/hr/businesspartner/
https://www.st-andrews.ac.uk/staff/human-resources/contact-hr/
https://www.st-andrews.ac.uk/staff/human-resources/wellbeing/workplace-wellbeing/trade-unions/
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8. Version control 

8.1 This policy is non-contractual and may be amended at any time.  

8.2 This policy may be reviewed in the light of operational experience, sector 

developments and changing organisational needs. As and when a full review 

is undertaken, trade union and representatives will be consulted in line with 

the Policy Working Group Terms of Reference.  

8.3 Any feedback on the policy content should be directed in the first instance to 

the HR Policy Officer or via the HR Feedback Form. 
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https://www.st-andrews.ac.uk/policy/staff/internal/prwg-terms-of-reference.pdf
mailto:hrpolicies@st-andrews.ac.uk
https://forms.office.com/pages/responsepage.aspx?id=yyZW-KgN00mqWGTvZ47wGgM2FIDJV9NOnrTaeNDxAzVUOFBKQTNFQUIxODZZSEpRSTdYUk0wM01RUi4u
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HR 

 

Note 

• For the purposes of this document, a working day is defined as a weekday 

(Monday to Friday) excluding public holidays and such additional days when the 

University is deemed closed.  

• Where time limits are referred to in this policy, they may be varied by agreement 

between the University and the employee. 

• Meetings may take place face-to-face or virtually via Microsoft Teams.  

• This policy is compliant with the ACAS Code of Practice on disciplinary & 

grievance procedures (March 2015).  

 

https://www.acas.org.uk/media/1047/Acas-Code-of-Practice-on-Discipline-and-Grievance/pdf/11287_CoP1_Disciplinary_Procedures_v1__Accessible.pdf
https://www.acas.org.uk/media/1047/Acas-Code-of-Practice-on-Discipline-and-Grievance/pdf/11287_CoP1_Disciplinary_Procedures_v1__Accessible.pdf
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