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10 October 2018 

Headquarters 

 

Springhill 2 

 

Wakefield 41 Business Park 

 

Brindley Way 

 

WAKEFIELD 

Gillian Lansley 

WF2 0XQ 

xxxxxxxxxxxxxxxxxxxxxxx@xxxxxxxxxxxxxx.xxx  

 

 

Tel: 01924 584116 

www.yas.nhs.uk  

 
Ref: 2018/19-233 
 
 
Dear Ms Lansley 
 
Freedom of Information Act 2000 – Request for Information 
 
Thank you for your request received by Yorkshire Ambulance Service NHS Trust (the Trust) 
on 07 September 2018. Please find our responses below.  
 
Your request 

1.  What is your policy for handling complaints or grievances raised by your own staff? 
2.  What are the timelines for providing an acknowledgement, investigating the 

grievance and providing a response.  

3.  Do you provide such guidelines in written form? 
4.  Are all your staff familiar with and trained on their implementation and compliance? 
5.  Over the last twelve months, on how many occasions have the timelines for 

complaints and grievance handling been breached? 

6.  Does complying with such guidelines form part of your service level agreement with 

your contracting party at the NHS or CCG?  

 
Trust response 
We can confirm that the Trust holds the information requested.  
 

1.  What is your policy for handling complaints or grievances raised by your own 

staff? 
Please refer to the enclosed documents.  
 

2.  What are the timelines for providing an acknowledgement, investigating the 

grievance and providing a response.  
Please refer to the enclosed documents.  
 

3.  Do you provide such guidelines in written form? 

Please refer to the enclosed documents.  
 

4.  Are all your staff familiar with and trained on their implementation and 

compliance? 
Trust policies and procedures are available on the Trust’s intranet. A Management 
Essentials training course is available for all managers, however this is not 
mandatory.  
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5.  Over the last twelve months, on how many occasions have the timelines for 

complaints and grievance handling been breached? 
15 cases had meetings arranged outside the 14 day timeline.  
In 14 cases employees received a response to the issues raised more than 14 days 
after the meeting taking place.  
 

6.  Does complying with such guidelines form part of your service level agreement 

with your contracting party at the NHS or CCG? 
All NHS services provided by the Trust are contracted using the national NHS 
Standard Contract. The full terms of this contract are publically available on the NHS 
England website. The NHS standard contract clause GC5 places a general 
requirement on the NHS providers to apply the Cabinet Office’s Principles of Good 
Employment Practice (where applicable) and to meet the staff pledges set out in the 
NHS Constitution. However it does not contain any specific requirements relating to 
staff processes such as management of staff complaints or grievances. The content 
of these policies process are for local determination within each NHS Provider.    

 
If you have any queries about the information we have provided then please contact the FOI 
team via email: xxx.xxx@.xxx.xxx Please remember to quote the reference number above in 
any future communications.  
 
We hope this response meets your requirements but if you are unhappy with the way your 
request for information has been handled. You can request an internal review by contacting 
the Yorkshire Ambulance Service FOI team: email: xxx.xxx@.xxx.xxx; postal address: 
Springhill 2, Brindley Way, Wakefield 41 Business Park, Wakefield, WF2 0XQ 
 
We will only consider requests for Internal Reviews, which are received within two months of 
the date of response. This is in line with ICO guidance https://ico.org.uk/for-the-
public/official-information/  
 
If you remain dissatisfied with the handling of your request or complaint, you have a right to 
appeal to the Information Commissioner. More information about how to appeal is available 
on the Information Commissioner’s website at www.ico.org.uk/concerns/getting/  
 
There is no charge for making an appeal.  
 
Response issued by: 
 
Legal Services Department 
 
Email:  xxx.xxx@.xxx.xxx 
Tel: 

01924 584116  
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