GRIEVANCE PROCEDURE 

SCOPE: 

Problems and misunderstandings are bound to arise from time to time wherever people work together.  BT is committed to resolving any such problems quickly and consistently in accordance with its values. Grievances are official complaints by workers to their employers. There are separate procedures for grievances relating to Pensions (including access to benefits relating to ill health such as medical retirement).  (See Link).  The Discipline, Poor Performance and Long Term Illness Procedures each include an appeals process. There is no right of appeal against the final decision of those procedures.  However, for cases which meet the High Level Review criteria detailed below High Level Review can be requested 

BT will protect those who raise appropriate work-based issues of a serious nature (whistle blowers).  If the issue is about workplace practices, suspicions of criminal acts, miscarriages of justice or dangers to health and safety, there are alternative routes to raise issues. You can raise your complaint confidentially through 

· The BT Confidential Hot Line where you can raise concerns or seek advice on all types of ethical or business practice issues involving the company on 0800 526 626

· The Health & Safety Help Desk for issues concerning health and safety on 0800 780 783

ROLES & RESPONSIBLITIES:  

· The individual has a responsibility to bring any problem or grievance to his or her line manager in a timely, professional manner.  

· Line managers should notify their Line HR Manager and PeopleLine on 0800 731 4747 on receipt of a case They may also wish to undertake the ACAS CBT Discipline & Grievance training package found @ http://www.acas.org.uk/training.html.

· Line Managers/Investigating Managers should proactively look for a resolution within the parameters of their line management authority, in discussion with the individual concerned.  

· Line HR will offer advice to line managers and individuals on the resolution of grievances.

· Where an individual considers that he or she is suffering from discrimination, bullying or harassment, they can approach the Accenture HR Services Equality and Diversity Team for help.  

· In some situations, individuals or line managers may also wish to seek advice from the Occupational Health Service or Employee Assistance Management.

Right to be accompanied

At all formal stages of the Grievance procedure, individuals have the right to be accompanied by a 'friend' to grievance hearings. The 'friend' can be another BT worker, or a representative from a trade union. The role of the ‘friend’ is to support the individual throughout the grievance hearing and act as a witness. They can be proactive in supporting the individual prepare his or her grievance case and in the seeking of a resolution to the grievance informally within the scope of the policy. 

If the individual wishes them to, a 'friend' can ask questions, and be allowed to participate in the hearing, e.g. to present a statement of the case on the individual’s behalf, sum up etc; they will not, however, be able to answer questions on the individual’s behalf during the formal stages of the grievance procedure. It is essential that all participants in the hearing are able to carry out their roles under this procedure, and to contribute in the appropriate way. It is in the best interests of all involved that both the company’s view of things and the individual’s response to that view are fully understood.

INFORMAL PROCEDURE

       It is a normal line management responsibility to listen and respond to any work related problems raised by individual members of their team.  Many can be solved without the use of any formal grievance procedure, and the immediate first approach will normally be for a person to talk to their line manager about the problem who should attempt to resolve the individual’s issue. The individual should bring the problem to the attention of their immediate manager as soon as possible after it has arisen.  Where this is not appropriate because the individual considers that they are suffering from harassment, they can ring an Accenture HR Services Equal Opportunities Specialist for help on 0800 731 4747. Line Human Resource Managers will also offer advice to line managers and individuals. There is no right to be accompanied at this informal stage.

If a grievance can not be settled informally, the worker should raise it formally with management in writing.

FORMAL PROCEDURE

Sometimes a problem is too serious to resolve informally, or cannot be resolved by such means.  

First Stage

An individual should raise the problem with their immediate manager as soon as possible after it has arisen.  This should be in writing and make clear that the issue is being raised under Stage 1 of the grievance procedure (this will avoid confusion between formal and informal stages of the procedure).  On receiving a formal grievance the manager should advise Line HR.  Line managers should then register the grievance with PeopleLine on 0800 731 4747.

Line Managers should ensure they do not take any part in the investigation at the formal or informal stage of the grievance if they are implicated by the individual as being a part of the complaint.  If this is the case, Line Managers should contact Line HR for advice.

Managers should invite the employee to a hearing as soon as possible and tell them that they have the right to be accompanied. You must agree a time and a place for the hearing with the employee and ‘friend’/trade union representative and the Equality and Diversity Specialist if appropriate.  The ‘friend/trade union representative may be given access to BT papers relevant to the grievance subject to the application of normal BT rules relating to any privacy marked documents. If the agreed date turns out not to be suitable, the employee can suggest another date that must suit everybody involved and should not be more than five days after the date originally proposed by the employer.  

The employee should be allowed to explain their grievance and indicate how they think it should be resolved.  The manager should ensure that notes of the meeting are taken, circulated to all present and they must include any advised amendments in the case notes. The manager should then set this out in his or her written response within 15 working days of receipt of the grievance.

If there is any suggestion of alleged discrimination, bullying or harassment, the Line Manager must involve Accenture HR Services Equality and Diversity Team on 0800 731 4747 whose role will be to support the formal investigations. (Link to Combating Harassment at Work)
Line Managers should seek advice and agreement from Line Human Resources or their Accenture HR Services Specialist if appropriate, if the timescales are unable to be met.  The individual who raised the grievance needs to be advised in writing with an explanation and given the revised timescales.

Second Stage 

When the first stage has been completed, if the individual believes that their grievance has not been resolved, they should raise their specific issues in writing with their manager’s manager within 10 working days.  The involvement of the individual’s second line manager (or equivalent) is to thoroughly and objectively investigate the facts surrounding the grievance in a timely and sensitive manner. Investigating  managers should again register the grievance at 2nd stage with PeopleLine on 0800 731 4747 and inform Line HR.

 At the same time as inviting the employee to attend a hearing at the second stage, the Investigating Manager should remind the employee of their right to be accompanied.  For guidance on arrangements for the hearing, see the First Stage, above. Investigating managers should ensure notes of the meeting are taken.  The investigating manager should respond to the individual in writing within 15 working days of receipt of the grievance. 

Line Managers should seek advice and agreement from Line Human Resources or their Accenture HR Services Specialist if appropriate, if the timescales are unable to be met.  The individual who raised the grievance needs to be advised in writing with an explanation and given the revised timescales.

This concludes BT’s standard Grievance Procedure.

HIGH LEVEL REVIEW

Occasionally it may not be possible to resolve a serious problem satisfactorily by the means described above.  If this is the case, and providing the formal process has been exhausted, the individual can request a High Level Review. 

When asking for a review an individual is required to give reasons in writing for their belief that they have been seriously disadvantaged.  These need to be reasons that are likely to bear scrutiny by an impartial third party. It will usually be a good idea to seek advice from a trusted colleague/ Trade Union Representative not previously involved, before requesting a review. They are likely to be able to give an independent view on the strength of the case before submission. Cases based on technicalities or factors that do not cast doubt on the appropriateness of the earlier decisions will not be eligible for a High Level Review.

The procedure for seeking a review is to write giving the reasons for the request to your Employee Relations Unit on the attached High Level Review form. This should be done as soon as possible after the end of the formal process (within 20 working days).

High Level Review Criteria 

In order for a High Level Review request to be successful, individuals are required to demonstrate that :

They have been seriously disadvantaged, e.g. lost their job, been discriminated against or subject to harassment, AND,

They can show that they have been unfairly treated under the formal process, i.e. that there has been a significant breach of procedure or that a perverse conclusion has been reached, OR

They can cite factors not previously taken into account, that cast serious doubt on the appropriateness of decisions taken earlier in the procedure

The Employee Relations Unit (ERU)

The Line of Business Employee Relations Unit (ERU) will assess the application against the criteria above and decide if the application meets these criteria. On receipt of a completed request form, the ERU will ensure that stages 1 and 2 have been exhausted.  Individuals should specify whether they wish the grievance to be reviewed within their unit or out of their direct line.  The ERU will seek further information wherever required and assess the application professionally in a timely, consistent and fair manner ensuring that the integrity of the grievance policy is maintained.  The ERU will keep the individual informed of progress of the application. 

If an application for High Level Review meets the criteria it will be forwarded for review by a Senior Independent Manager.  (A Manager of a higher level than the manager at appeal stage with no prior involvement).  If the case does not meet the criteria for a High Level Review, the ERU will inform the individual in writing of the decision which will mark the end of the formal grievance procedure.

The High Level Review Manager 

The High Level Review manager will ensure that the appropriate specialist/legal advice and support is sought before reaching a decision. Cases involving the need for medical information are referred to the OHS with a request for specific guidance on whether health status is relevant to the issue at hand. 

The individual retains the right to request a meeting with the reviewer, which should be granted, and at that stage the help of a “friend”/trade union representative can be enlisted to help present the case. The High Level Review Manager can uphold or overturn the original decision and/or make any final decision judgement in relation to the review of the case. 

The individual who has raised the grievance should be kept informed of the progress of the case.  The High Level Review Manager will attempt to respond to the individual in writing within 30 working days.  However, in complex cases an extension can be agreed with the relevant ERU.  The High Level Review Manager will seek a fair, objective and sensible decision and ensure the case has been reviewed professionally in a timely, consistent and fair manner, ensuring that the integrity of the grievance policy is maintained. The decision of the reviewer, which will be given in writing, will be final.

FREQUENTLY ASKED QUESTIONS

Q  Under what circumstances can the Grievance procedure be used?
A  The grievance procedure can be used for all grievances that arise as a result in the workplace, however, there are separate procedures for pensions including access to benefits relating to ill health (e.g. medical retirement).  (See Link).  Discipline/ poor performance/long term illness each have a procedure that includes an appeals process. There is no right of appeal against the final decision of those procedures.  However, in exceptional circumstances a High Level Review of a case can be requested under the Grievance Procedure.  This may apply where the outcome has been dismissal, termination of employment, retirement, downgrading, a final written warning and the individual can demonstrate that the procedure has not been fairly applied.

See "Grievance Table" available from download section of this page.

Q  What company policy should I follow if I want to appeal against an unsuccessful application for medical retirement on any ill health benefit?
A  The company has a specific employment policy and grievance procedure for such instances.  BT employees should refer to the Long Term Illness policy and follow the long term illness procedure where there is a provision for raising a formal grievance in relation to accessing medical benefits including access to medical retirement benefit.

Q  What extra information will be considered as a basis for a High Level Review?
A   Cases based on technicalities or factors (including medical ones) that do not cause doubt on the appropriateness of the earlier decisions will not be eligible for a High Level Review.  The review criteria will be satisfied where it can be shown that access has been denied to significant information needed to prepare a case or that the 2nd and 3rd line managers have failed to consider factors which could be deemed relevant.  

Q What do I do if as the Investigating Manager / High Level Reviewer I suspect or find out that misconduct has occurred?

A   Refer to the discipline procedure found @ http://humanresources.intra.bt.com/conduct/discipline/9666/discipline_dprocedure_procedure.htm . Speak to the Accenture discipline helpdesk and your Line HR Manager for further advice on 0800 731 4747.

Q  What about Harassment/Discriminatory and Promotion grievances?
A  The Grievance Procedure can be used throughout all stages in cases of Harassment/Discrimination and Promotion issues.  Investigations and decisions will normally be handled by the line manager, however neither the investigation or any subsequent decisions may be undertaken by the person accused of harassment/discrimination.  Please also see Tackling Harassment & Bullying at Work @ http://humanresources.intra.bt.com/fairness/equalityanddiversitytraining
Q  Can I raise a grievance if I am unhappy about my Appraisal?
A   Grievances concerning DPRs/APRs can be put forward for consideration for a High Level Review without the need to go through stages 1 and 2 of the Grievance Procedure.  This is because the first and second stages should have been covered off in the APR counselling interview with line manager and countersigning manager.  In order to satisfy the criteria for a High Level Review individuals will need to describe the specific circumstances that lead them to believe they have been seriously disadvantaged in their employment (due to the unfair appraisal), e.g. that it has adversely affected their pay or resulted in loss of promotion opportunities.  They will also have to meet one other of the set criteria.

Q  What if I have a grievance about workplace practices?
A   BT will seek to protect those who raise appropriate work-based issues of a serious nature (whistle blowers).  If the issue is about workplace practices, suspicions of criminal acts, miscarriages of justice or dangers to health and safety, there are alternative routes to raise grievances.  BT takes its approach to workplace practices seriously to enable employees to work in a safe environment.  If you have a grievance about any of the above aspects of your employment you should talk to your line manager about your concerns.  If this is inappropriate or your complaint is not taken seriously you can raise your complaint confidentially through the BT Tell Us Line for security issues, or the Health & Safety helpline for issues concerning health and safety.

Confidential Hot Line:  0800 526 626

BT Health and Safety Help Desk: 0800 780783

If you have concerns about serious malpractice within BT (including financial irregularities), and you see no other route available to you to raise your issues, you can write a formal letter to the chairman’s office.

Issues raised will be confidential, and BT will not discriminate against any individual who honestly and reasonably raises their concerns through this route.

Q  How quickly will my grievance be resolved?
A  There are a number of timescales for the different stages of the procedure to be dealt with in a timely and sensitive manner.  Due to the complexity of some cases however there needs to be flexibility to enable the grievance to be thoroughly investigated, although any delays will be kept to a minimum and individuals will be informed if extensions are necessary.  However BT’s policy is to ensure that statutory timescales for grievance case management will be followed. 

What is the situation with Fixed term/short term contractors? 
A     Following the introduction of the Fixed Term Workers Regulations on October 1st 2002, all fixed and short term employees should not be treated less favourably than comparable permanent employees, unless this treatment can be objectively justified.
In addition, as part of the legislation, if BT employees on a fixed or short term contract believe that they have been discriminated against in relation to their contract status, they have a right to ask for written reasons to justify this 'unfavourable' treatment. The legislation states that these written reasons need to be provided within 21 days. 
BT has worked extensively to ensure that BT employees on fixed and short term contracts are compensated overall, and where there is any differential treatment from permanent employees, these reasons can be objectively justified.
Due to the fact that we have to respond to individual complaints within a set period, and in order to capture any issues, you should direct issues in this area to your Line of Business single point of contact for grievances. 

LINKS/CONTACTS

Tackling Harassment & Bullying at Work http://humanresources.intra.bt.com/fairness/thbawork.htm.  Any grievance raised concerning harassment/discrimination should be investigated in accordance with following this policy. 

ACAS CBT Grievance case management TRAINING PACKAGE http://www.acas.org.uk/training.html

Long-Term Illness Procedure - PNL/EMP/K045 Any grievance raised concerning termination of employment on grounds of ill health should follow the procedures described in this policy. 

BT Pension Scheme – Internal Resolution Procedure.  Any grievance raised in relation to the service received from the BT Pensions Scheme 

BT Retirement Plan – Summary of the Procedure for Resolving Grievances.  Any grievance raised in relation to the service received from the BT Retirement Plan.  

Contacts:

Line of Business Employee Relations Unit: details of your LOB contact for grievances.

Accenture HR Services Equality and Diversity Team: 0800 731 4747

Employee Assistance Programme: 0800 9176767

Confidential Hot Line: 0800 526 626

BT Health and Safety Help Desk: 0800 780 783

Complaints from Fixed/Short Term Contractors http://humanresources.intra.bt.com/16622
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