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1. Summary  

 

1.1 This paper lays out the ‘direction of travel’ which the Chief Officer intends to pursue in term of the 

future shape of the GLA’s Grievance procedure.  

 

2.     Recommendation  
 

2.1 That the Committee responds to the ‘direction of travel’ set out in this paper concerning 

proposed changes to our current Grievance Procedure to enable key components of a 

resolution type model to be incorporated into a revised procedure. 

 

3.     Background 
   
3.1 Results from the staff survey at the end of 2017, identified three key areas of action for the 

organisation; 

 Reward and Recognition;  

 Resources and Wellbeing; and  

 Performance, Diversity and Inclusion. 

 

3.2 Three corresponding Working Groups were set up, each with an Executive Sponsor and two Senior 

Management Team (SMT) leads.   

3.3 As part of the Performance, Diversity and Inclusion workstream, 500 staff completed a follow-up 

survey focussing on Bullying and Harassment.  Further qualitative feedback was also gathered during 

two staff feedback sessions which included staff networks and Unison.  Working Groups presented 

their findings to Corporate Management Team (CMT) in November 2018. 

3.4 Results from the bullying and harassment surveys identified that staff felt the grievance procedure 

was unduly onerous, without support and they were reluctant to use it as a means of addressing 

concerns or complaints.  Staff were also keen to have informal support before problems became 

entrenched. 

3.5 Reviewing the findings, CMT committed to two actions in early 2019; a review of the current 

Grievance Procedure attached at Appendix 1, in particular looking at how issues could be resolved 

earlier before they became adversarial and in addition and building on the success of other 



        

interventions such as “mental health champions” and LGBT ally schemes they would also like to be 

able to access more peer to peer support. 

3.6 HR policy leads undertook extensive research on alternative conflict resolution processes, examining 

practice in both public and private sectors and reviewed a wide range of case studies. They also 

engaged with Unison to seek their views and incorporated their feedback into proposals for a 

Resolution Policy which was presented to CMT in February 2019.   

3.7 The GLA is not alone in identifying issues with traditional grievance procedures. In 2015, a Chartered 

Institute of Personnel & Development (CIPD) report ‘Conflict Management: A shift in direction’ 

highlighted a number of organisations who have moved from traditional grievance procedures to a 

more informal means of resolution. The report was followed up in 2017 by a CIPD book ‘Managing 

Conflict – A practical guide to resolution in the workplace’ by David Liddle, which showcases a model 

Resolution Policy.   

 

3.8 Several private and public sector organisations have since made the shift from grievance to resolution 

policies and there are many case studies available.  Such organisations include London Ambulance 

Service, Royal Mail, Kent County Council, Aviva, Lloyds and HSBC Banks, Npower, EDF Energy, BT, 

Network Rail, British Airways and Tesco.  Transport for London, London Underground Limited and 

Metropolitan Police have strengthened their grievance procedures and incorporated more informal 

means of resolution and invested in their mediation offer.  

 

3.9 A Resolution Policy would still meet the statutory requirements and the ACAS Code of Practice on 

Dispute Resolution. It will enhance the current Grievance Procedure by adding more informal routes of 

resolution, more support for staff, a specialised pool of staff trained in conflict resolution techniques 

and training for all line managers to better equip them to handle difficult conversations using key 

skills from mediation and facilitation techniques.   

3.10 A resolution approach maintains the central role of the line manager in resolving conflict in the 

workplace both at informal and formal stages. To underpin this, we intend to provide line managers 

with training and toolkits to better equip them to resolve conflict within their teams and to be able to 

have difficult conversations that some managers do not feel confident to undertake. A ‘model’ 

Resolution Policy is summarised below. 

 

 

 



        

 

 

 

3.11 Early engagement with Unison identified that they were supportive of a Resolution Policy approach as 

are the GLA staff networks and both these groups are key given that their voice is central to 

understanding how staff current feel. 

 

3.12 To support design and implementation of the policy, which will include a large element of staff 

training, a specialist consultancy in this field, Total Conflict Management (TCM), have been appointed 

through a competitive tendering process.  

 

4.     Issues for Consideration 
 
         Issues identified with the current GLA Grievance Procedure  

4.1 While the current GLA Grievance Procedure meets the requirements of the Employments Rights Act 

1996 and the ACAS Code of Practice on Disciplinary and Grievance Procedures, it has remained largely 

unchanged since 2005.   

 

4.2 Although the procedure includes both informal stages and the option of mediation in addition to 

formal and appeal procedural stages, the take-up of mediation at the GLA is currently low (around 2 

cases per year). Reasons include an unwillingness of the parties to engage directly with each other and 

the time commitment (2 days for a full mediation session). 

 

4.3 At the formal stage of the grievance process, complaints are heard within the line management chain.  

Concerns of possible bias have been raised by employees and Unison and the Chief Officer has agreed 

that the policy review will include a change to this part of the procedure. 

 



        

4.4  Numbers of formal grievances at the GLA are currently low (typically less than 10 cases per year) but 

feedback from the staff survey results, the subsequent Bullying and Harassment survey and Unison 

feedback indicated that employees do not feel confident raising complaints or concerns using the 

current policy.  

   

4.5  This indicates that the current procedure is not providing a suitable means for employees to address 

issues of concern and the number of formal cases is not reflective of potential issues within the 

organisation.   

  

Benefits of a Resolution Policy for the GLA 

4.6 At the heart of a Resolution Policy is an acceptance that conflict is normal but managed well can lead 

to resilient and positive relationships. Evidence shows that resolution secured by parties is more likely 

to endure than one imposed, where there is a perceived ‘winner’ and ‘loser’. 

 

4.7  Any new model will consider: 

 Establishment of a Resolution Team and the role and composition of this. Resolution Team 

members will be trained in conflict management, facilitation skills and case assessment; 

 Establishment of a pool of 12-16 staff who can offer peer to peer support.  These staff would be 

neutral and support both parties;  

 Facilitated Conversation – this is a new stage of informal resolution and potentially will be the 

most widely used part of the procedure.  The facilitated conversation is led by one or two 

members of the Resolution Team and draws on the principles of mediation but is a less formal 

and shorter process; 

 Review of formal grievance stage – putting in place mechanisms for alternative hearing managers 

in cases when it is not appropriate for grievances to be heard within the line management chain. 

 Upskilling – to train a pool of investigators to support the formal stages of the process and to 

train all line managers in the new procedure; and 

 Name of procedure – agreement as to whether we retain the title “Grievance Procedure” or adopt 

resolution terminology instead. 

4.8 It is recommended that a resolution model meets the requirements of CMT for a more informal and 

quicker means of resolution plus the additional peer support for employees that has been identified.  

However, the policy will also be clear about when informal resolution has not brought up the desired 

outcomes and then line managers will be able to draw issues to a conclusion and signpost to formal 

procedures.  This is to avoid issues running for long periods of time with no “resolution sought”.   

 

4.9 A resolution model would also improve workforce dialogue, improve employee relations and ensure 

managers and supervisors are trained and knowledgeable in managing conflict/having difficult 

conversations.  This work would contribute towards our organisational self-assessment of the Skills 

and Development Pillar of the Mayor’s Good Work Standard. 

 

4.10 Built into delivery of the resolution model would be a Resolution Review which would include a 

detailed qualitative and quantitative assessment evaluating workplace grievances including time, 

financial cost, absence, employee engagement and health and wellbeing. This would provide base-

line data against which the resolution policy could be evaluated over the coming years. Ongoing 



        

data collected would also help identify any areas or types of issues commonly arising and enable 

targeted action.  

 

4.11 Unison colleagues have been involved in the review from an early stage and the input of staff 

networks has been more recently sought.  The ‘direction of travel’ of the review has been welcomed 

by all parties and informal Unison/network input will continue to be sought as the review 

progresses.  

 

5. Next Steps 
 

5.1 The Committee are asked to consider the “direction of travel” for development of the Grievance 

Procedure in line with the rationale above to effect a change to a resolution focussed procedure.   

 

5.2 Changes to the Grievance Procedure would be an alteration of employment policies and procedures 

and would be subject to consultation as set out in the Recognition Agreement with Unison and the 

HoPS Staffing Protocol and Scheme of Delegation. 

 
6. Legal implications 
 
6.1  Under the Greater London Authority Act 1999 (as amended), the Head of Paid Service (the “HoPS”) 

may, after consultation with the Mayor and the Assembly and having regard to the resources 

available and priorities of the Authority: 

 appoint such staff as the HoPS considers necessary for proper discharge of the functions of 

the Authority (section 67(2)); and  

 make such appointments on such terms and conditions as the HoPS thinks fit (section 70(2)). 

6.2 The Assembly has delegated its powers of consultation on staffing matters to the Assembly’s 

staffing committee, currently the GLA Oversight Committee. 

 

6.3 After consultation with the Mayor and the Assembly, the GLA Head of Paid Service Staffing Protocol 

and Scheme of Delegation (the “Staffing Protocol”), was adopted by the HoPS in November 2009 

and revised in July 2018. The Staffing Protocol sets out the Authority’s agreed approach as to how 

the HoPS will discharge the staffing powers contained in sections 67(2) and 70(2) of the GLA Act 

1999 (as amended). 

 

6.4 Paragraph 7.2 of the Staffing Protocol says that, “The HoPS is responsible for determining terms and 

conditions for GLA staff (outside of the statutory officers and the Mayoral appointees) with the 

exclusion of staff transferred under a statutory transfer.” Paragraph 7.1 of the Staffing Protocol says 

that “Terms and conditions for the purposes of this Protocol means terms and conditions of 

employment that apply to all GLA staff appointed by the HoPS and includes all employment policies 

and procedures (whether contractual or not).”  

 

6.5 The direction of travel as set out above would fall within the definition of ‘determining terms and 

conditions’ contained in the Staffing Protocol so would require approval from the HoPS and formal 

consultation with Unison. A report containing the proposed changes and appropriate background 

information would also have to be submitted to the Chief of Staff (on behalf of the Mayor) and to 

the Assembly’s staffing committee, currently the GLA Oversight Committee (on behalf of the 

Assembly). 



        

7. Financial implications 
 

7.1     Approval was given under DD2357 for expenditure of £100,000 over a three-year period in relation 

to a new GLA dispute resolution policy. The costs arising will be met from the Chief Officer’s 

Transformation Fund.  

 

 

List of appendices to this report: 

 

Appendix 1 - Grievance Procedure 
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