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FOREWORD

We are very pleased to have agreed a new single approach  
for dealing with all complaints and concerns.
It was generally recognised and accepted that 
the Bullying & Harassment and Grievance 
procedures were no longer fit for purpose, nor 
were they being applied in a manner which was 
in the best interest of our members.

There were several reasons for this, in particular 
individuals were confused in understanding the 
differences between B&H and grievance complaints. 
Our members were left totally dissatisfied with 
the way in which their concern was being handled 
through the lack of a real and true investigation.

Furthermore, there was a lack of accountability, and 
most importantly, there was a fear of recrimination 
and being accused of taking a case in ‘bad faith’ 
with the real likelihood of facing disciplinary action. 
This will no longer happen. You can now take a case 
without the fear of recrimination as it will not be the 
person making the complaint who decides whether it 
is Bullying & Harassment or a Grievance, it will be the 
case manager who makes that determination.

We felt that the best way to improve all of this was 
to negotiate a single approach for all concerns 
and complaints, where these are taken seriously, 
with transparency, consistently and in a timely 
manner. We wanted to ensure managers are made 
accountable, and individuals have full visibility of 
their case status, and can be tracked throughout the 
process. 

We genuinely believe this new single approach will 
greatly benefit our members; an approach you can 
have confidence in, and an approach where you can 
feel you have greater protection and know that that 
your case will be dealt with.

Bobby Weatherall
Acting Assistant Secretary

Classified: RMG – Internal



4 RAISING CONCERNS – A CWU GUIDE FOR BRANCHES, REPRESENTATIVES AND MEMBERS

RAISING CONCERNS  
PROCEDURE
AGREEMENT BETWEEN  
ROYAL MAIL AND THE CWU

Royal Mail and the CWU are committed to creating a positive 
workplace culture based on trust where everyone is treated 
fairly, with dignity and respect, and protected from inappropriate 
behaviour.
We know that employee concerns have not always been dealt with as we would have hoped in the past. We 
want Royal Mail to be a safe environment where people feel comfortable raising concerns at work without fear 
of recrimination. We believe every concern is important, whatever the nature and this is at the heart of our new 
approach. We are introducing a single Raising Concerns procedure where all concerns are treated in the same way. 
This will replace the Bullying and Harassment procedure and Grievance procedure.

GUIDING PRINCIPLES
There may be times when employees are not happy with something that has happened at work. In most cases, we 
hope all employees are able to raise these concerns with their manager or those around them to find a solution. 
Managers should support all employees raising concerns in an empathetic way through appropriate discussions, 
investigations and actions. The key principles of the approach are:

	 Employees should raise genuine concerns as soon as possible.
	 Employees will be treated with dignity and respect.
	 Concerns raised will be managed on an individual basis.
	�� All concerns raised will be taken seriously and any investigations will be completed as promptly as possible.
	 Confidentiality is a fundamental principle and must be maintained throughout the process.
	 Employees are encouraged to talk with their manager as soon as a concern arises.
	 Where appropriate, concerns should be managed informally.
	 Where informal resolution is not appropriate or successful, the concern should be managed formally.
	� Employees will have a right to representation in the formal stages of the raising concerns procedure by a trade 

union representative or a work colleague, normally from the same work location.
	� The employee raising the concern and where appropriate, the employee responding to the concern will be 

informed of any delay to the process.

WHAT TYPES OF CONCERN CAN AN EMPLOYEE RAISE UNDER THIS PROCEDURE?
	 Employees will be able to raise genuine concerns about:

		  –	 how they or others have been treated at work
		  –	 any aspect of their work or employment

	� There are only a few exceptions; typically, where there is another process being followed where the concern 
could be addressed (e.g., as part of the conduct process).
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	� Concerns relating to an aspect of an employee’s work or employment could include not receiving a day off, not 
being paid the correctly, failure to make a reasonable adjustment, failure to follow a business process, a breach 
of a policy/agreement or overtime being allocated incorrectly (this list is not exhaustive).

	� Concerns can be raised in instances where feedback provided to an employee about their work or performance 
is not handled appropriately and/or the employee is not treated with dignity and respect. For example, if such 
conversations are conducted using rude or insulting language or aggressive behaviour, or, if the manager has 
behaved otherwise inappropriately or made an unreasonable request. If a manager has provided constructive 
feedback to an employee, asked them to undertake their work responsibilities or carry out another reasonable 
request, or, had a performance conversation in a manner where the employee has been treated with dignity and 
respect, we would not expect these to be raised under this procedure.

	 Concerns relating to treatment at work could include bullying, harassment, victimisation or discrimination:
		  –	� Bullying is intimidation that undermines someone’s competence, effectiveness and integrity.  

A bully misuses power, position or knowledge to criticise, humiliate or otherwise harm someone.
		  –	� Harassment is unwanted conduct with the purpose or effect of violating someone’s dignity or creating a 

hostile, intimidating, degrading, humiliating or offensive environment for an individual. This can include 
behaviour employees find offensive even if it’s not directed at them specifically.

		  –	�� Victimisation is the unfair and selective punishment of, or discrimination against a person.
		  –	 Discrimination is where an individual is treated less favourably.

PROCESS OVERVIEW

RAISING A CONCERN
	� An employee can discuss any concern they have with their manager or complete a Raising Concern form.
	� If the concern is not appropriate for informal resolution or it relates to treatment by their line manager, the 

employee should complete a Raising Concern form as a first step.
	� Employees can complete the form through the People App; if they do not have access to the App, they can contact 

the ER Case Management team directly who will input the details into a form on their behalf. Note: the role of the 
team at this time is to capture details of the concern only and not to advise on the employee’s concern.

	� Once the form has been received, the concern will be logged on People Case Manager. Based on the answers 
provided and the organisational structure, an appropriate investigating manager will be assigned.

REVIEW PROCESS (‘TRIAGE’)
	� Where, based on the answers, it is not appropriate for the line manager to investigate, a review will take place to 

determine who should be assigned the case.
	� �The review will consider the detail of the concern and whether it is appropriate for the line manager to complete 

the formal investigation.

Employee has
a concern

Employee
submits
raising

concern form

Concern
reviewed and
investigating
manager (IM)

appointed

IM completes
investigation

and case
concluded

Appeal

Informal resolution OR mediation can be considered at any point in the process
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	� �Once reviewed, the case will be assigned to an investigating manager who will be either the line manager of the 
employee raising the concern, another appropriate manager or an independent case manager for complex cases 
or cases involving a protected characteristic - e.g. sexual harassment etc. 

INVESTIGATION
INFORMAL RESOLUTION AND MEDIATION

	 Many concerns can be resolved informally or through mediation.
	 Mediation can be useful in resolving concerns informally and can be enacted at any point of the process.
	� An investigating manager should review the concern before any meetings to consider whether it could be 

resolved informally and/or through mediation. Whilst we would encourage informal resolution or mediation, 
this should only be considered if it is appropriate; in certain circumstances informal resolution will not be 
appropriate (e.g. sexual harassment).

	 �If the investigating manager believes the issue could be resolved informally and/or through mediation, they 
should discuss this with the employee who raised the concern in the initial meeting as it would be the employee’s 
decision whether to progress in this way. They may also need to speak with others (e.g. an employee responding 
to the concern, witness, specific teams).

	� Mediation is voluntary and both the employee raising the concern and the employee responding to the concern 
would need to agree to mediation for it to be considered an option.

	 �The manager investigating the concern will need to consider Royal Mail Group procedures and guidance before 
identifying and communicating any potential solution.

FORMAL STAGE
	 �In situations where informal resolution is not possible, or a concern needs to be addressed formally immediately, 

the investigating manager should start the formal investigation process and complete it as soon as possible.
	� The investigating manager must invite the employee raising the concern to a meeting to discuss their concern in 

more detail, including how they would wish for it to be resolved.
	� Where the concern involves another individual, the investigating manager should invite the employee responding 

to the concern to a meeting in writing. Within the meeting invitation, they should include details of the concern 
being raised so that the employee responding to the concern understands what the concern is about and why the 
meeting is being arranged.

	� The investigating manager will complete a thorough impartial investigation. The investigation should include 
collecting evidence from witnesses as appropriate. The investigation and any meetings can be completed face to 
face, virtually, by e-mail or telephone as agreed by the individual.

	� When meeting with anyone as part of the investigation, individuals will be advised that their meeting notes can 
be shared more widely should the case result in a conduct case and/or employment tribunal. Therefore, any 
information they provide must be truthful and relevant to the concern being investigated.

	� The investigating manager will consider all the evidence gathered before making a decision.
	� Following the formal investigation, the investigating manager will communicate the outcome to the employee 

raising the concern and to the employee responding to the concern giving their rationale for the decision. 
This will be set out clearly in a decision report which includes reference to how the evidence they gathered 
throughout the investigation supports their decision.

	� �Where the investigating manager concludes the concern raised is upheld the investigating manager will consider 
if further action is necessary; this could include recommending mediation, informal action or conduct action.

	 �The employee/s who raised the concern can appeal the outcome if they feel their concern has not been 
satisfactorily resolved.
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TIMESCALES FOR INVESTIGATION OF CONCERN
	 �Royal Mail Group aims to appoint an appropriate manager to deal with the concern in a timely manner.  

The investigating manager should contact the employee within five days of the concern being raised; this should 
include an invitation to a meeting to take place within 14 days of the concern being raised.

	� Concerns should be fully investigated as quickly as possible. The length of time taken to conclude the 
investigation will depend on the complexity of the concern raised as well as the number of parties involved. Less 
complex concerns should be resolved swiftly – for example, concerns relating to straightforward pay or overtime 
discrepancies while more complex cases will take longer and should be resolved within 50 days. We would 
encourage all parties to work together to conclude cases as soon as possible.

	� The investigating manager should update the employee(s) on a regular basis and inform them of any delays at 
the very earliest opportunity.

PRECAUTIONARY ACTION
	 �Where the investigation could identify issues of serious misconduct and where there is a need to separate the 

parties pending further investigation, the investigating manager should consider whether precautionary action is 
appropriate; this should be considered as early in the process as possible (ideally as soon as the case is assigned)

	 Precautionary action should normally be taken with the employee responding to the concern.
	 Precautionary action can include temporarily moving the employee or suspension with pay.

APPEAL STAGE
	 �If the employee raising the concern wishes to appeal the outcome of the decision, they should let the 

investigating manager know within five days of receipt of the outcome.
	 �The employee should set out in writing why they wish to appeal and wherever possible propose a solution that 

would resolve their concern.
	 �Once an appeal has been received, an independent appeal manager will be assigned who has the authority 

to change the decision made and who has not previously been involved in the case. The independent appeal 
manager will be a manager outside of the direct reporting line.

	 �The appeal manager will be responsible for the appeal.
	� The appeal manager should arrange to meet with the employee who has raised the concern to understand  

their reasons for appeal.
	 �Following the meeting the appeal manager should undertake further investigations. These further investigations 

may include arranging to meet with the employee responding to the concern, seeking further information or 
contacting witnesses. The investigation can be completed face to face, virtually, by e-mail or telephone as agreed 
by the individual.

	 The appeal manager will consider all the evidence gathered before making a decision.
	� Following the appeal hearing, the investigating manager will communicate the outcome in writing to the 

employee raising the concern and to the employee responding to the concern, providing their rationale  
for the decision. This should include reference to any new evidence gathered during the appeal that  
supports their decision.

	 �The appeal manager will also consider if further action is necessary. This could include recommending  
mediation, informal action or conduct action.

	 This concludes Royal Mail’s Raising Concerns procedure.
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TIMESCALES FOR APPEALS
	 ��Royal Mail Group aims to appoint an appropriate manager to deal with the appeal in a timely manner.  

Employees should be informed of the appeal manager within ten days.
	 ��Appeals should be fully investigated as quickly as possible. The length of time taken to conclude the investigation 

will depend on the reason for the appeal as well as the number of parties involved. Our expectation is that the 
vast majority will be completed within 25 days of the appeal manager being appointed, and we would encourage 
all parties to work together to conclude appeals as soon as possible.

	 �The appeal manager should update the employee(s) on a regular basis and inform them of any delays at the very 
earliest opportunity.

CONCERNS RAISED INAPPROPRIATELY
	 �It is recognised that concerns are normally raised in good faith by individuals who genuinely believe they are 

being treated unfairly, inappropriately or less favourably than others. During or at the conclusion of a case, 
the investigating manager may have detected, gained evidence or established that the concern/s raised were 
deliberately false, fictitious or made in retaliation for personal reasons. In these cases, formal action may be 
taken under the conduct process, giving clear rationale for the decision.

REVIEW OF PROCEDURE
This approach will be jointly reviewed by RM and CWU three months after implementation and subsequently every 
six months to assess its effectiveness. The review will specifically focus on average case duration and the extent to 
which investigating managers are addressing and progressing cases within the agreed timescales.

Any concerns regarding the interpretation or application of these principles should be referred to the signatories for 
resolution. In the event of any inconsistency between this Agreement, Procedure and supporting guides, the terms 
of this Agreement take precedence.

Alistair Wood
Director Workforce Performance and 
HR Policy
Royal Mail

Bobby Weatherall
Assistant Secretary (Acting)
CWU
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CONTACT

There are 3 ways to raise a concern:

1. 

2. 

3. 

Speak to your Manager

Use the Raising Concerns tile on the Royal Mail People App

Contact ER Management team on 03456 060 603
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