
OCR Level 3 NVQ Certificate in Management – Unit 25 
Unit Title:  Managing grievance procedures (D15) 

OCR Unit Number: 25 

Unit Number: K/600/9692 

Level:   4 

Credit value:  3 

Guided learning hours:  10 

   

Unit purpose and aim 

This unit will ensure that learners can follow grievance procedures in their own organisation. 
 

Learning Outcomes Assessment Criteria Exemplification 

1 Understand how to prevent 
potential grievances. 

1.1 Identify situations that are 
likely to lead to grievances 
in an organisation. 

1.2 Explain how to prevent 
potential grievances. 

This may include: 

 Causes of conflict eg 
unfair treatment, poor 
management, unclear job 
roles, inadequate training, 
poor communication, 
failure in providing equal 
opportunities, bullying and 
harassment, changes to 
accepted custom and 
practice, personalities, 
values, workload, 
expectations 

 Appropriate language and 
methods of 
communication to ensure 
all staff fully understand 
the causes of grievance 

 Tactics to prevent conflicts 
arising by using a range of 
methods including: 
- Consulting and 

informing colleagues 
on changes to their 
working conditions or 
environment, 
organisational pay and 
bonus structures 

- Observing behaviour of 
team to identify conflict 
between colleagues at 
an early stage 
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Learning Outcomes Assessment Criteria Exemplification 

2 Understand an 
organisation’s grievance 
policy and procedure and 
deal with concerns raised by 
individuals informally. 

2.1 Explain an organisation’s 
grievance policy and 
procedure. 

2.2 Identify the circumstances 
where a concern may be 
dealt with informally 

2.3 Explain the methods used 
to deal informally with 
concerns 

This may include: 

 Organisational strategies, 
policies and procedures 
for addressing conflicts 
including where some 
causes of conflict are 
subject to separate 
grievance procedures  

 How to detect issues at an 
early stage, when an 
informal discussion with 
the individual or between 
two colleagues can 
resolve the problem before 
formal grievance 
procedures are invoked 

 How to conduct Informal 
grievance procedures 
including, intervention by 
the manager, request for 
informal discussion by 
aggrieved party, direct 
discussion between 
colleagues 

 The recording procedures 
for informal grievance. 

 

3 Understand how to follow 
grievance procedures. 

3.1 Explain how to follow an 
organisation’s written 
grievance procedure. 

3.2 Explain the importance of 
communicating grievance 
procedures. 

3.3 Identify how to seek advice 
and guidance from 
specialists or colleagues 
when dealing with 
grievances 

3.4 Explain how to record and 
store information 
throughout the grievance 
process. 

This may include: 

 Implementation of the 
organisational procedures 
and processes for written 
or formal grievances 

 The importance of 
managers and colleagues 
having a clear 
understanding of the 
grievance procedures, 
including, statutory 
requirements, early 
resolution, and reduction 
in escalation of grievances

 Those with specialist 
knowledge within the 
organisation who can 
guide, advise and assist 
with the process 

 That the records of 
informal and formal 
grievance proceedings 
must be kept for a given 
period of time as they 
provide proof of actions. 

 



Assessment 

This unit is centre assessed and externally verified. In order to achieve the unit you must produce a 
portfolio of evidence which will need to be made available to the OCR external verifier.  

Portfolios of work must be produced independently and Centres must confirm to OCR that the 
evidence is authentic.  Assessment must be based on naturally occurring evidence from the 
workplace. 

Evidence requirements 

In order to achieve this unit you must demonstrate that you have met all of the stated learning 
outcomes and assessment criteria.  Your assessor must be able to observe you in the workplace 
or you must provide tangible evidence of your real work activities.  Simulation is not allowed for this 
unit. 

Guidance on assessment and evidence requirements 

Candidates are encouraged to use evidence, where appropriate across a number of units to 
reduce repetition.  Where ever possible, the evidence should occur naturally within the role of the 
individual and can include 

Reports created for the organisation,  

 Presentations, notes or reports on grievance procedures 

 Evidence of grievance hearings (where anonymised) 

 Application of procedures in informal and formal grievances 

In addition, evidence can be sought in a number of ways, when it is not available through normal 
work or where ephemeral evidence such as that of behaviour is required, these methods may 
include: 

 Witness testimonies from colleagues, managers  and subordinates 

 observations of tasks and interactions with others 

 case studies where the candidate explains and reflects upon specific events which 
demonstrate competence, where current evidence is not available. 

 Professional discussions where the candidate explains the rationale for a particular approach 
to the assessor. 

This is a level four unit and thus the candidate must demonstrate complex skills and knowledge, 
often covering more than one element of the assessment criteria. The ability to recognise and 
develop competence across these criteria is to be encouraged but it does mean that reports, whilst 
aiming for succinctness and clarity of thought will need to be of sufficient depth and breadth to 
meet the level four standard. Minutes of meetings must demonstrate that the candidate’s 
contribution is significant and contributes to the meeting of assessment criteria and be easily 
identifiable within the document. 

Digital evidence such as recordings of meetings, photographs, scanned documents are also 
permitted. 

Resources 

Stationery, USB drive or a CD-rom.   

Access to photocopier, PC and printer is desirable but not essential.   
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Access to sources of under-pinning knowledge such as websites, books, journals, etc,  might be of 
help, but you are not expected to reproduce other people’s written work. 

 GOLD, J. THORPE, R. and MUMFORD, A. (April, 2010) Leadership and Management 
Development. ISBN: 1843982447 

 http://www.dalecarnegie.com/kc/ 

 http://www.What-are-good-leadershipskills.com (2010) 

 MacBeath, J. (ed) (2008) Connecting Leadership and Learning: Principles for Practice  

   Northouse G.,  (2009) Leadership: Theory and Practice [Paperback] 

 http://www.businesslink.gov.uk 

 http://www.smallbusiness.co.uk 

 Johnson, C. and Keddy, J (2010) Managing Conflict at Work: Understanding and Resolving 
Conflict for Productive Working Relationships ISBN-10: 0749459522 

   Eckerson, W (2010) Performance Dashboards: Measuring, Monitoring, and Managing Your 
Business, 2nd Ed ISBN-10: 0470589833 

 ACAS Code of Practice 1 on Disciplinary and Grievance Policy and Procedures (2009) 

Details of relationship between the unit and national occupational standards 

This unit is based on the NOS produced by the Management Standards Centre (MSC) 

Management and Leadership NOS unit D15, Initiate and follow grievance procedure 

NOS can be viewed on the relevant Sector Skills Council’s website or the Occupational 
standards directory at www.ukstandards.co.uk. 

Additional information 

For further information regarding administration for this qualification, please refer to the OCR 
document ‘Admin Guide: Vocational Qualifications’ (A850) on the OCR website www.ocr.org.uk .

http://www.dalecarnegie.com/kc/
http://www.what-are-good-leadershipskills.com/
http://www.amazon.co.uk/Connecting-Leadership-Learning-Principles-Practice/dp/0415452953/ref=sr_1_19?ie=UTF8&s=books&qid=1277499804&sr=1-19
http://www.amazon.co.uk/s/ref=ntt_athr_dp_sr_1?_encoding=UTF8&search-alias=books-uk&field-author=Dr.%20Peter%20G.%20%28Guy%29%20Northouse
http://rd-eu.a9.com/srv/redirect/?info=AJDmYDYcK-yOLtAI-f9UnB35p-uxG9azlNKsw3gUcBK7lM88Y4-AhFGjqv0hQak4uaX3ESDSkv8MxSBgyJHiWS92KYUAUzQthcJU1J3kVcTt.K-bjQ7hd7gMRmk4UhXwEdd7AVoj2t1yoAxG00ptopIkx32tiUumqpBhaXcPcuHCrTacLkMRtHWlzml9BtFT3wlzD8xoQCGJELpQxPp.97WHFBy5TV2na0QjwE3AGOj0jB15LGsR8AHgMY7gILwmRJnCmHS-q5JVCVclauj4DsqwB5xRzIeQJXCy3-LpTyg5cUNBRVd6F6drRtmflajaybXDLHF0A0dOETVnpJ4iwZ1npp7i9Jp4yiwDeYBjP4TpW3nJTbx8h9ye1u4huiS-mMQDEeMEg6O5qipse5qg.T65MzBnaNjd-YbjXrgBpgUH0tFW-uJRBXv3GGAEVIR7lC.Ta8h61d7GR9ORpfqv4EYbrQU
http://www.smallbusiness.co.uk/
http://www.amazon.co.uk/s/ref=rdr_ext_aut?_encoding=UTF8&index=books&field-author=Wayne%20W.%20Eckerson
javascript:void%20window.open('client_files/D15%202008.pdf','','left=100,top=100,width=800,height=600,menubar=yes,scrollbars=yes,status=yes,resizable=yes,location=yes,toolbar=yes')
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Evidence Record Sheet I confirm that the evidence provided is a result of my own work. 

Unit 25 Managing grievance procedures (D15)        Signature of candidate: ___________________________  Date: _______________  
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I confirm that the candidate has demonstrated competence by satisfying all of the criteria for this unit. 

Signature of assessor:  _____________________ Name (in block capitals): _____________________ Date:  _______   

Countersignature of qualified assessor (if required) and date: _____________________  

IV initials (if sampled) and date: __________________________  Countersignature of qualified IV (if required) and date: ____________________________  
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