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GRIEVANCES – Service Users, Staff & Volunteers 
POLICY – SERVICE USERS
In any youth organisation the young people/ clients may, in a range of situations, experience problems which cannot, in their view be adequately concluded through informal discussion with those immediately concerned.
JAMES recognises that for the good of both the individual and the organisation as a whole it is essential that young people are provided with access to a procedure for the further consideration of any perceived grievance. 
This must seek to clarify the issue and address it in appropriate depth and at an appropriate level to enable, wherever possible a reasonable, timely, clearly understood conclusion, always accepting that the organisation’s aims, objectives and standards cannot be compromised by the outcome.  

In such cases a procedure shall be employed to provide for the orderly resolution to joint problems and to secure prompt, fair and clearly understood closure to such grievances.  
In the event of any differences arising which cannot be immediately resolved, whatever practice or agreement existed prior to the difference shall continue to operate pending either confirmation of the existing state or any changes which might result from the procedure.
Young people engaged at JAMES are informed of the grievance procedure as part of their induction.
Service users have the right to challenge any situation that they are not happy with at JAMES.  This could include; bullying, concerns within the group, concerns with a member of staff, accreditation results, etc.

PROCEDURE – SERVICE USERS
Where possible the service user should first raise a grievance informally and confidentially with their worker, who should make a note of the details (re data protection policy) and strive to resolve the matter. 

Where there is no resolution, or for any other reason, the above is either not possible or inappropriate the following formal procedure should be followed.  

FORMAL

Stage 1


Any service user wishing to progress a formal grievance should raise the matter (giving brief details) in writing (by letter or email to enquiries@jamesuk.org ), setting out the nature of the grievance. Our intention is to resolve the grievance initially within 5 working days, or without unreasonable delay, if this does not occur the matter should be referred to Stage 2. (appeal)

Stage 2
(Appeal- final stage)

The Management Team shall convene a meeting of appropriate staff, within two weeks after referral from Stage 1. The aggrieved service user shall attend the meeting. 

Considerations

At meetings the service user may be accompanied by a representative of his / her choice.

The service user must attend all meetings which are arranged.

Following any such appeal the employee will be given a brief written statement of the outcome of the procedure. 

Where the service user has a grievance against an individual, that person shall not take part in the procedure, except to state his / her side of the grievance being considered. 

Meetings may be adjourned to investigate (without delay) the detail of matters raised.

If this matter concerns a 3rd party the JAMES management team will act as a voice to support the service user when appropriate.

POLICY – STAFF & VOLUNTEERS

In any organisation employees may, in a range of situations, experience problems which cannot, in their view be adequately concluded either through informal discussion with others concerned, or via their normal line manager.

JAMES recognises that for the good of both the employee and the organisation as a whole it is essential that staff are provided with access to a procedure for the consideration of any perceived grievance. This must seek to fully clarify the issue and address it in appropriate depth and at an appropriate level to enable, wherever possible, a reasonable, timely and mutually satisfactory conclusion, always accepting that the organisation’s aims, objectives and standards cannot be compromised by the outcome.  

In such cases a procedure shall be employed to provide for the orderly resolution to problems and to secure prompt and fair disposition of grievances.  It is agreed that in the event of any differences arising which cannot be immediately disposed of, whatever practice or agreement existed prior to the difference shall continue to operate pending a settlement or until the procedure has been exhausted.

PROCEDURE – STAFF AND VOLUNTEERS

Where possible a grievance should first be raised informally and confidentially with the employee’s Line Manager. Where this is not possible or there is no resolution the following formal procedure should be followed.  At formal stages consideration may be given as to whether mediation might be appropriate and should this be the case then this must be achieved quickly, within days rather than weeks and should this be unsuccessful then the formal procedure should continue, with stated timescales being exclusive of any time spent on mediation.

Meetings may be adjourned to investigate (without delay) the detail of matters raised.

FORMAL

Stage 1


Any employee wishing to discuss a grievance arising from their employment should raise the matter in writing, setting out the nature of the grievance, with a different member of the senior management team.   If the grievance is not resolved, within 5 working days of the written submission, and in any event without unreasonable delay, the matter should be referred to Stage 2.

Stage 2


The Chairperson of the Management Board shall convene a meeting of the Employment Sub-Committee (drawn from existing Board Members at the appropriate time), to be held within 10 working days of referral from Stage 1.  The aggrieved employee shall attend the meeting If the employee is not satisfied with the outcome of the meeting, the matter will be referred to Stage 3 (appeal). 

Stage 3

The Chairperson of the Management Board shall convene an appeal meeting of the full Management Board to be held within 10 working days of referral from Stage 2.  The aggrieved employee shall attend and may be accompanied by a representative of his / her choice. 

Statutory requirements

As soon as practicable there should be an appropriate and recorded investigation to establish the facts.

At meetings the employee may be accompanied by a representative of his / her choice and MUST be informed of this right in advance of the meeting.

The employee must take all reasonable steps to attend these meetings 

At all formal stages the employee will be given written notice of the outcome of the procedure. 

Where an employee has a grievance against a Management Board member, that Committee member shall not sit on the Employment Sub-Committee, nor shall the Committee member attend the full Management Board meeting at Stage 3, except to state his / her side of the grievance being considered. 

In circumstances where an employee has a grievance against the Chairperson of the Management Board, the above grievance procedure shall be followed with an independent person taking the place of the Chairperson at all stages.  The independent person will be selected by consultation between all parties to the grievance plus two members of the Management Board
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