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EMPLOYEE GRIEVANCE HANDLING TRAINING IN THE PHILIPPINES
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Receiving, Investigating, Resolving, Documenting, and Preventing Workplace
Complaints Fairly and Effectively
A Practical and Customizable Corporate Training Program by Making Strong Success
Corporation

TRAINING OVERVIEW

Employees need a safe, accessible, and credible process for raising concerns about workplace decisions,
treatment, policies, working conditions, relationships, supervision, compensation, workload, communication,
discipline, and other employment matters.

When grievances are ignored, dismissed, delayed, handled inconsistently, or treated as personal attacks,
employees may lose confidence in management and Human Resources. Unresolved concerns may develop into
interpersonal conflict, disengagement, turnover, absenteeism, productivity problems, formal complaints, or labor
disputes.

Organizations commonly encounter grievance-handling problems such as:
o Employees not knowing where or how to raise a concern
e Supervisors becoming defensive when employees complain
e Verbal grievances receiving no documentation or follow-through
o Employees immediately escalating concerns because they do not trust the internal process
o Different managers applying different grievance procedures
e HR accepting allegations without verifying facts
e Investigators focusing only on one party’s account
o Confidential information being shared unnecessarily
o Complainants expecting confidentiality that cannot be guaranteed
e Respondents being presumed guilty before fact-finding is completed
o Grievances being confused with interpersonal misunderstandings
o Employee complaints being automatically converted into disciplinary cases
o Disciplinary action being used in response to a legitimate grievance
e Managers attempting to settle complaints outside their authority
o Employees receiving no explanation regarding the outcome
o Repeated grievances being resolved individually without addressing systemic causes

A grievance is an employee-raised concern involving an actual or perceived workplace problem. It may relate to
the employee’s own experience, the application of a policy, treatment by another person, a management decision,
working conditions, or a matter affecting several employees.

Employee discipline, on the other hand, concerns an employer’s response to alleged misconduct, noncompliance,
or violation of a workplace standard. A grievance and a disciplinary matter may intersect, but they require careful
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separation so that allegations, defenses, retaliation concerns, fact-finding, and procedural requirements are
handled appropriately.
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In unionized workplaces, grievances involving the interpretation or implementation of a collective bargaining
agreement or company personnel policy may be governed by the grievance machinery established under the CBA.
The Labor Code provides for referral to voluntary arbitration when covered grievances remain unresolved through
that machinery, while current DOLE guidelines also recognize grievance procedures established through a CBA or
labor-management cooperation mechanism.

Employees and employers may also access government conciliation-mediation mechanisms when disputes are
not resolved internally. DOLE’s Single Entry Approach serves as an entry mechanism for labor-dispute conciliation-
mediation, while the DOLE Assistance for Request Management System permits requests for assistance from
aggrieved workers, groups, unions, associations, federations, and employers.

This Employee Grievance Handling Training in the Philippines equips participants with practical methods for
receiving concerns, conducting initial assessment, determining the proper handling channel, gathering and
validating facts, maintaining impartiality, communicating with the parties, selecting appropriate resolutions,
documenting decisions, preventing retaliation, escalating sensitive cases, and using grievance information for
organizational improvement.

The program also explains the relationship between grievance handling and employee discipline. When a
grievance results in possible disciplinary action, employers must still establish the factual and legal basis for the
action and observe applicable procedural requirements. The Supreme Court has emphasized that termination
requires substantive and procedural due process and that notices should identify the specific acts,
circumstances, and applicable rules while giving the employee a meaningful opportunity to respond.

This program is ideal for organizations searching for:
o Employee Grievance Handling Training in the Philippines
o Training on Handling Employee Grievances in the Philippines
e Handling Employee Grievances Training in the Philippines
o Employee Discipline and Grievance Handling Training in the Philippines
o Training on Handling Employee Discipline and Grievances in the Philippines
o Training on Employee Discipline in the Philippines
o Handling Employee Discipline Training in the Philippines
o Employee Discipline Handling Training in the Philippines
e Workplace Grievance Management Training
e Employee Complaint Handling Training
o Employee Relations Training in the Philippines
e Grievance Investigation Training
e Workplace Conflict Resolution Training
e Administrative Discipline and Due Process Training

Following the MSS EnterTRAINment® methodology, participants will analyze realistic workplace grievances,
practice intake conversations, classify complaints, plan fact-finding activities, conduct interviews, assess
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evidence, distinguish grievances from disciplinary matters, formulate resolutions, communicate outcomes, and
develop a practical grievance-handling procedure.

TRAINING GOAL

To strengthen participants’ ability to receive, assess, investigate, resolve, document, escalate, and prevent
employee grievances through a fair, respectful, timely, consistent, evidence-based, and organizationally
responsible process.

TRAINING OBJECTIVES

By the end of the program, participants will be able to:
1. Explain the purpose and organizational value of employee grievance handling.
2. Differentiate grievances, complaints, conflicts, requests, appeals, whistleblowing reports, and disciplinary
matters.
Identify common sources and types of workplace grievances.
4. Explain the roles of employees, supervisors, managers, HR, grievance committees, investigators, decision-
makers, and employee representatives.
Receive employee concerns respectfully without making premature promises or conclusions.
Determine whether a matter may be handled informally or requires a formal process.
7. ldentify urgent concerns requiring immediate protection, preservation of evidence, or management
escalation.
8. Evaluate jurisdiction, authority, conflicts of interest, and the appropriate grievance-handling channel.
9. Develop clear grievance intake records and acknowledgment communications.
10. Plan and conduct objective fact-finding.
11. Formulate fair, relevant, and nonleading interview questions.
12. Distinguish facts, perceptions, assumptions, opinions, hearsay, and conclusions.
13. Maintain appropriate confidentiality while avoiding promises of absolute secrecy.
14. Evaluate evidence and prepare balanced findings.
15. Distinguish grievance resolution from employee disciplinary action.
16. Recognize when due process requirements apply to a resulting disciplinary case.
17. Select appropriate informal, corrective, restorative, administrative, or policy-level responses.
18. Communicate grievance outcomes professionally and respectfully.
19. Prevent retaliation and monitor post-resolution workplace conditions.
20. Identify recurring grievance trends and systemic root causes.
21. Develop or improve an organizational grievance-handling procedure.
22. Apply the R.E.S.P.0.N.D. Employee Grievance Handling Framework.
23. Prepare an Employee Grievance Handling Improvement Plan.
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FROM POINT A TO POINT B

Point A: Common Grievance-Handling Problems _

Employees understand the available reporting channels
and procedures

Employees do not know where to raise concerns

Managers become defensive when receiving Managers listen respectfully and refer concerns
grievances appropriately

Relevant concerns are accurately recorded and
acknowledged

Verbal complaints are forgotten or disputed

Concerns are classified according to type, seriousness,

Every complaint is handled in the same way urgency, and applicable procedure

Confidentiality expectations and necessary information

Employees are promised complete confidentiality sharing are explained honestly

All concerns are received seriously without prejudging

HR immediately believes or rejects the allegation
the outcome

Relevant parties, records, and evidence are examined

Only the complainant is interviewed . .
impartially

. . . Interviews use neutral, fact-seeking, and relevant
Investigators ask accusatory or leading questions

questions
Interpersonal conflict is automatically treated as Misunderstandings, grievances, policy issues, and
misconduct disciplinary matters are distinguished
Grievances and disciplinary proceedings are Each process is handled according to its purpose and
combined carelessly applicable requirements

Decisions are based on facts, policies, authority,

Resolutions depend on management preference : . .
consistency, and proportionality

Appropriate status and outcome communications are

Parties receive no update or closure .
provided

Follow-through, retaliation risks, and implementation are

Complaints are closed immediately after a decision .
monitored

Similar grievances repeatedly occur HTrends and systemic causes are identified and corrected

ORGANIZATIONAL BENEFITS

This Handling Employee Grievances Training in the Philippines can help organizations:
o Establish a more credible internal grievance-handling process
o Improve employees’ confidence in raising legitimate concerns
o Strengthen the grievance-handling capability of supervisors and managers
e Improve coordination among HR, management, employee representatives, and grievance committees
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e Reduce inconsistent or emotionally driven responses
o Improve the quality of grievance documentation

o Strengthen impartial fact-finding and evidence assessment
e Reduce premature conclusions and unsupported allegations

o Distinguish employee grievances from disciplinary cases
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e Improve compliance with internal policies and applicable procedures

o Address concerns before they escalate into larger workplace disputes

e Protect both complainants and respondents through a fair process

e Improve communication of decisions and corrective actions

o Identify recurring policy, process, leadership, workload, and cultural concerns
e Strengthen employee relations and workplace trust
e Promote accountability without retaliation

e Support organizational learning and preventive improvement

ONE-DAY EMPLOYEE GRIEVANCE HANDLING TRAINING PROGRAM OUTLINE

Recommended Schedule: 8:00 AM-5:00 PM

Modules, Topics, and Subtopics \

Supporting Activities and Outputs

8:00-10:00 AM

MODULE 1: FOUNDATIONS OF
EMPLOYEE GRIEVANCE HANDLING

* Understanding Employee Grievances

o Definition, purpose, and
organizational implications

o Formal and informal grievances

o Individual, group, and systemic
concerns

« Distinguishing Workplace Concerns
o Grievance, complaint, request,
appeal, conflict, feedback,
whistleblowing report, and disciplinary
matter
o Why correct classification affects
the process and responsible handler

« Common Sources of Employee
Grievances

o Policies, supervision, workload,
scheduling, compensation, benefits,
performance decisions, treatment,

Grievance or Something Else? Challenge

Participants classify workplace situations as
grievances, interpersonal conflicts, requests,
appeals, whistleblowing concerns, policy
questions, or possible disciplinary matters.

Grievance-Handling Readiness Assessment

Participants evaluate their organization’s
current reporting channels, roles,
documentation, timelines, and escalation
practices.

Outputs:
« Grievance Classification Guide
« Grievance-Handling Readiness Profile




Units 2K~21

™
M-S

MAKING STRONG SUCCESS

®@0e6 ©

Quezon Avs

0995 846 2495

MSS SUCCESS SPACES

L, 2nd Floor E.C. Valle Commercial Center M.L.
enue Brgy. San Isidro, Angono, Rizal

(02) 7255 5568

0917 123 1017

info@msscorporation.com.ph

www.MSSCorporation.com.ph

Modules, Topics, and Subtopics \

Supporting Activities and Outputs

communication, working conditions, and
interpersonal relationships

o Grievances arising from
organizational change and inconsistent
implementation

* Roles and Responsibilities

o Employee, immediate supervisor,
manager, HR, investigator, grievance
committee, decision-maker, and
employee representative

escalation boundaries

« Principles of Fair Grievance Handling
o Accessibility, respect, timeliness,
impartiality, consistency, participation,

confidentiality, documentation, and
nonretaliation

o Avoiding premature promises and
conclusions

o Authority, accountability, referral, and

10:00-10:15 AM

Mo

rning Break

10:15 AM-12:00 NN

MODULE 2: RECEIVING, ASSESSING,

* Receiving the Employee’s Concern

o Creating a respectful and
nondefensive conversation

o Listening, clarifying, summarizing,
and acknowledging

o Explaining the next steps and
realistic expectations

* Documenting the Initial Grievance
o Persons, events, dates, locations,
impact, witnesses, records, and
requested resolution
o Separating the employee’s
statement from the handler’'s
interpretation

AND ROUTING EMPLOYEE GRIEVANCES

Grievance Intake Conversation Role-Play

Participants practice listening, clarifying,
acknowledging, documenting, and explaining
next steps without promising a specific result.

Case-Triage Workshop

Teams determine the urgency, appropriate
handler, required procedure, immediate
controls, and escalation route for sample
grievances.

Outputs:

* Employee Grievance Intake Record

* Grievance Triage and Routing Matrix
* Grievance Acknowledgment Guide
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Modules, Topics, and Subtopics \ Supporting Activities and Outputs

* Initial Assessment and Triage

o Nature, seriousness, urgency,
frequency, and scope

o Immediate safety, retaliation,
evidence-preservation, operational, and
employee-relations concerns

* Determining the Appropriate Channel

o Informal conversation, facilitated
discussion, formal grievance process,
investigation, appeal, specialized
committee, or external/legal referral

o Matters outside the manager’s or HR
representative’s authority

+ Managing Confidentiality and
Expectations

o Need-to-know information sharing

o Why absolute confidentiality may not
always be possible

o Protecting records and sensitive
information

+ Acknowledgment and Case Planning
o Communicating receipt and next
steps
o Assigning the responsible handler
and preliminary timeline

12:00-1:00 PM | Lunch Break

MODULE 3: FACT-FINDING, EVIDENCE |[Fact-Finding Interview Simulation
ASSESSMENT, AND DISCIPLINE-

RELATED CONCERNS Participants interview a complainant,
respondent, or witness using neutral and
* Planning the Fact-Finding Process evidence-seeking questions.
. o Issues and questions requiring
1:00-3:00 PM determination Evidence Assessment Challenge

o Relevant persons, documents,
records, communications, and physical |Teams organize available information, identify
or digital evidence contradictions and gaps, and determine what

o Sequence, authority, conflicts of can and cannot reasonably be concluded.
interest, and documentation
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requirements Grievance-or-Discipline Decision Exercise
+ Conducting Effective Interviews Participants identify which process should
o Neutral, open, clarifying, probing, and ||continue when a grievance reveals possible
confirming questions misconduct.
o Allowing each person to explain their
perspective Outputs:
o Avoiding intimidation, argument, « Grievance Fact-Finding Plan
coaching, and leading questions * Interview Question Guide

* Evidence Assessment Matrix
+ Evaluating Information and Evidence |- Findings and Process Recommendation
o Relevance, consistency, Sheet
corroboration, reliability, and
completeness
o Fact versus assumption, opinion,
perception, rumor, hearsay, and
conclusion
o |Identifying unresolved questions and
evidence gaps

* Grievance Handling versus Employee
Discipline

o Employee-raised concern versus
employer-initiated disciplinary process

o Complaints that may reveal possible
misconduct

o Grievances raised during an existing
disciplinary case

o Avoiding retaliation and
predetermined disciplinary outcomes

* Fundamentals of Fair Employee
Discipline

o Clear standards, specific allegations,
supporting evidence, opportunity to
respond, evaluation, proportionality,
consistency, and documentation

o Knowing when qualified legal review
is required

* Preparing Balanced Findings
o Substantiated, unsubstantiated,
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Modules, Topics, and Subtopics \ Supporting Activities and Outputs

inconclusive, partially supported, or
policy-gap findings

o Separating findings from
recommended action

3:00-3:15 PM H Afternoon Break

MODULE 4: RESOLUTION,
COMMUNICATION, FOLLOW-THROUGH,
AND GRIEVANCE-PROCESS
IMPROVEMENT

+ Selecting the Appropriate Resolution

o Clarification, facilitated discussion,
agreement, apology, restoration,
coaching, policy correction, process
improvement, management action, or
formal administrative response

o Authority, proportionality, feasibility,
consistency, and organizational impact

Grievance Resolution Conference Simulation

Participants explain findings, manage
expectations, communicate an appropriate
resolution, and address next steps.

- Communicating the Outcome Grievance Procedure Design Workshop

o Explaining that the concern was
reviewed and addressed

o Balancing transparency with privacy
and confidentiality

o Communicating actions without
improperly disclosing another
employee’s confidential information

Teams create or improve a practical grievance-
handling workflow with reporting channels,
responsibilities, timelines, escalation points,
documentation, and follow-up.

3:15-5:00 PM

Final Outputs:

* Grievance Findings and Resolution Matrix
* Outcome Communication Guide

« Employee Grievance Procedure Flow

* Grievance Monitoring and Improvement

+ Appeal, Review, and Escalation
o Internal review and appeal
arrangements

. . . Dashboard
o Specialized grievance mechanisms, . .
. * Employee Grievance Handling Improvement
union or CBA processes, and external Plan

referral

o Knowing when HR, senior
management, a specialized committee,
or qualified counsel must become
involved

* Monitoring Resolution and Preventing
Retaliation




MSS SUCCESS SPACES
Units 2K-2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568
0995 846 2495 0917 123 1017

info@msscorporation.com.ph

®@0e6 ©

www.MSSCorporation.com.ph

Modules, Topics, and Subtopics \ Supporting Activities and Outputs

o Checking implementation and
workplace conditions

o ldentifying subtle and direct
retaliation concerns

o Reopening or escalating matters
when necessary

* Learning from Grievance Data

o Trends involving policies, managers,
teams, processes, workload,
communication, and culture

o Root-cause analysis and preventive
action

o Appropriate grievance metrics and
reporting

* Applying the R.E.S.P.O.N.D.
Framework

o Integrating intake, assessment, fact-
finding, resolution, documentation, and
prevention

THE R.E.S.P.0.N.D. EMPLOYEE GRIEVANCE HANDLING FRAMEWORK

R — Receive Respectfully
Create a credible and accessible first point of contact.
o Listen without becoming defensive
o Allow the employee to explain the concern
e Acknowledge the grievance
e Avoid premature promises and conclusions
o Record the employee’s account accurately

E — Evaluate the Concern
Determine what the grievance involves and how it should be handled.
e Classify the issue
e Assess seriousness and urgency
o ldentify immediate risks
e Determine the proper channel
e Confirm the authority and responsible handler
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S — Secure Facts and Safeguard Fairness
Gather relevant information while protecting the integrity of the process.
o Identify the issues requiring determination
e Interview relevant persons
e Review documents and records
e Preserve appropriate confidentiality
e Address conflicts of interest and evidence gaps

P — Provide Participation and Proper Process
Give the affected parties a meaningful opportunity to participate.
e Explain the process
e Seek each party’s perspective
o Allow clarification and supporting information
e Avoid prejudgment
e Apply relevant policies and procedures consistently

0 — Obtain and Implement a Proportionate Resolution
Select an appropriate response based on the findings.
o Determine what is supported by the evidence
e Match the response to the issue and root cause
o Consider informal and formal options
e Obtain the proper approval
e Assign responsibility for implementation

N — Notify, Note, and Nurture Follow-Through
Communicate closure and monitor what happens after the decision.
e Provide appropriate outcome communication
e Document the decision and actions
e Monitor implementation
e Check for retaliation or recurrence
e Address unresolved or emerging concerns

D — Detect Patterns and Develop Preventive Improvements
Use grievance information to strengthen the organization.
e Analyze recurring concerns
o Identify systemic causes
e Improve policies, processes, communication, and management practices
o Strengthen grievance-handling capability
e Monitor whether preventive actions are effective
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EMPLOYEE GRIEVANCE HANDLING TOPICS COVERED

Depending on the organization’s requirements, the program may cover:
1. Employee grievance-handling fundamentals

Formal and informal grievances

Individual and group grievances

Grievances versus complaints

Grievances versus workplace conflict

Grievances versus whistleblowing reports

Grievances versus disciplinary cases

Sources of employee grievances

9. Grievance policies and reporting channels

10. Roles and authority

11. Grievance intake conversations

12. Initial documentation

13. Grievance acknowledgment

14. Risk and urgency assessment

15. Grievance triage and routing

16. Informal resolution

17. Formal grievance procedures

18. Confidentiality and information sharing

19. Fact-finding planning

20. Interviewing complainants, respondents, and witnesses

21. Evidence assessment

22. Findings and recommendations

23. Employee discipline and due process

24. Outcome communication

25. Appeals, escalation, and referral

26. Retaliation prevention

27. Post-resolution monitoring

28. Grievance metrics and trend analysis

29. Root-cause analysis

30. Grievance-procedure improvement

©No ok WN

COMMON GRIEVANCE-HANDLING MISTAKES COVERED

Participants learn how to avoid:
1. Discouraging employees from formally raising concerns
Treating every grievance as disloyalty or insubordination
Becoming argumentative during grievance intake
Promising a particular outcome before reviewing the facts
Promising absolute confidentiality
Dismissing verbal concerns because they were not submitted in writing

cabkhwn
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7. Failing to document important conversations

8. Allowing a person involved in the complaint to control the process

9. Ignoring conflicts of interest

10. Failing to assess urgent safety or retaliation risks

11. Sharing grievance information unnecessarily

12. Conducting a one-sided inquiry

13. Asking leading or accusatory questions

14. Confusing perceptions with verified facts

15. Treating inconsistent statements as automatic proof of dishonesty
16. Presuming that an allegation is either true or false from the beginning
17. Using the grievance process as a disciplinary shortcut

18. Disciplining a complainant simply for raising a legitimate concern

19. Combining grievance and discipline records carelessly

20. Recommending action before completing fact-finding

21. Applying inconsistent resolutions to similar situations

22. Disclosing confidential disciplinary action to the complainant

23. Closing the case without communicating next steps

24. Failing to monitor implementation and retaliation concerns

25. Repeatedly resolving similar complaints without correcting their root causes

SAMPLE EMPLOYEE GRIEVANCE SITUATIONS

Activities may involve grievances concerning:
e Inconsistent application of company policies
e Supervisor or manager behavior
e Workload distribution
e Scheduling and work assignments
e Attendance and leave administration
e Performance ratings
e Promotion and development opportunities
e Workplace communication
e Interpersonal treatment
e Compensation or benefit concerns
e Working conditions
e Remote or hybrid work arrangements
o Job responsibilities and role clarity
¢ Organizational change
e Work processes and resource limitations
e Perceived favoritism
e Alleged retaliation
e Team conflict
o Disciplinary action
e Interpretation of workplace rules
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o Alleged harassment or inappropriate conduct

e Group or department-wide concerns

e Grievances filed during an ongoing investigation

o Grievances that reveal possible policy violations

e Repeated grievances suggesting a systemic problem

Cases may be customized according to the client’s industry, workforce, policies, organizational structure, and
recurring employee-relations concerns.

TRAINING METHODS

Consistent with the MSS EnterTRAINment® methodology, this Training on Handling Employee Grievances in the
Philippines minimizes lengthy lectures and emphasizes listening, analysis, dialogue, documentation, decision-
making, simulation, and application.

Training methods include:
o Interactive facilitator-led discussions
e Grievance-classification exercises
e Case-triage activities
e Intake-conversation role-plays
o Active-listening exercises
e Grievance documentation workshops
e Fact-finding planning
e Investigative interview simulations
o Evidence-assessment exercises
e Grievance-versus-discipline case analysis
e Resolution-conference simulations
e Grievance-procedure design
o Peer feedback
o Facilitator coaching
e Workplace action planning

TARGET PARTICIPANTS

This Employee Grievance Handling Training in the Philippines is suitable for:
¢ Human Resources managers
e Employee Relations professionals
e HR officers and generalists
e Labor Relations personnel
e Organizational Development practitioners
e Business owners
e Company officers
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e Department heads

¢ Managers

e Supervisors

e Team leaders

e Grievance committee members

e Workplace investigators

e Administrative or disciplinary committee members

¢ Union-management representatives

o Ethics and compliance personnel

o Employees responsible for receiving, investigating, resolving, documenting, or monitoring workplace
concerns

The program may be customized for HR and Employee Relations teams, people managers, grievance committees,
workplace investigators, union-management groups, or mixed participant groups.

EXPECTED PARTICIPANT OUTPUTS
Participants will complete:

1. Grievance Classification Guide
Differentiating:

o Employee grievance

e Workplace complaint

e Interpersonal conflict

e Policy inquiry

e Request or appeal

e Whistleblowing report

e Possible misconduct

e Specialized complaint

e Matter requiring referral

2. Employee Grievance Intake Record
Containing:

e Employee’s concern

e Persons involved

¢ Relevant events and dates

e Workplace impact

¢ Available evidence

¢ Witnesses or information sources

e Desired resolution

¢ Immediate risks

¢ Next steps
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3. Grievance Triage and Routing Matrix
Identifying:

e Nature of concern

e Seriousness and urgency

e Appropriate handler

e Applicable procedure

e Required interim measures

e Escalation point

e Target action

4. Grievance Fact-Finding Plan
Covering:
e Issues requiring determination
e Persons to be interviewed
o Documents and records to be reviewed
¢ Interview sequence
o Evidence-preservation requirements
e Conflicts of interest
e Target completion dates

5. Evidence Assessment Matrix
Showing:

e Allegation or issue

e Supporting information

e Contrary information

e Corroboration

e Reliability concerns

o Evidence gaps

e Preliminary finding

6. Findings and Resolution Matrix

Containing:
e Grievance issue
e Finding

e Applicable policy

e Root cause

¢ Recommended response

e Responsible decision-maker
e Implementation requirement
e Follow-up measure
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7. Employee Grievance Procedure Flow
Showing:
e Reporting channels
e Intake and acknowledgment
e Initial assessment
e Informal or formal pathway
e Fact-finding
e Decision and communication
e Appeal or escalation
e Documentation
e Monitoring and closure

8. Employee Grievance Handling Improvement Plan
Identifying:

e Current process gap

e Required improvement

e Responsible person

e Target completion date

e Required policy, system, or capability support

e Success measure

DELIVERY OPTIONS

The program may be delivered as:
¢ Onsite or face-to-face in-house training
e Live instructor-led online training
e Hybrid training
o Half-day grievance-handling awareness briefing
e One-day Employee Grievance Handling workshop
e Two-day Employee Grievance Handling and Workplace Investigation program
o Employee Discipline and Grievance Handling Training
e Grievance Handling for Supervisors and Managers
e Grievance Handling for HR and Employee Relations professionals
e Grievance Committee Development workshop
o Employee Grievance Procedure Design and Review
¢ End-to-end Employee Relations consultancy intervention

A two-day program is recommended when participants must practice detailed investigative interviews, analyze
complex evidence, work on actual organizational procedures and forms, and develop a complete grievance-
handling system during the workshop.
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RECOMMENDED CUSTOMIZATION INPUTS

The client may provide anonymized or nonconfidential information regarding:
e Organizational structure
e Workforce profile
o Existing grievance policy
e Employee handbook
e Code of conduct
e Reporting and escalation channels
e Grievance forms and templates
o Existing investigation procedures
o Grievance committee structure
e Union or employee-representation arrangements
e Recurring employee-relations concerns
e« Common supervisory challenges
e Available grievance statistics
e Desired organizational outcomes

Personally identifiable employee information, active case records, protected medical information, privileged legal
communications, and sensitive personal data are not required.

IMPORTANT LEGAL AND PROFESSIONAL BOUNDARY

This program is an educational and organizational-development intervention. It provides general guidance on
grievance handling, employee relations, fact-finding, documentation, communication, and organizational process
improvement.

It is not a legal opinion, attorney-client consultation, formal workplace investigation, adjudication of an actual
grievance, representation before a government agency, or a substitute for advice from qualified Philippine labor
counsel.

Matters involving termination, serious disciplinary action, union or CBA interpretation, active DOLE or NLRC
proceedings, alleged harassment, discrimination, retaliation, violence, criminal conduct, data-privacy concerns,
imminent safety risks, or substantial legal exposure should be routed through the appropriate organizational
procedure and reviewed by qualified professionals.

Specific complaints may also be governed by specialized laws, implementing rules, CBAs, or company
procedures. For example, workplace gender-based sexual-harassment complaints require an internal mechanism
that observes due process and addresses complaints promptly.
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FREQUENTLY ASKED QUESTIONS

What is Employee Grievance Handling Training?
Employee Grievance Handling Training in the Philippines teaches participants how to receive, assess,
investigate, resolve, document, escalate, and monitor employee-raised workplace concerns fairly and consistently.

What is an employee grievance?

An employee grievance is a concern or dissatisfaction raised by an employee regarding a workplace matter,
decision, policy, condition, relationship, or experience that the employee believes requires review or corrective
action.

What is the difference between a grievance and a complaint?

The terms are sometimes used interchangeably. An organization may define a grievance as a concern handled
through a formal internal procedure, while a complaint may refer more broadly to any expression of
dissatisfaction. The applicable company policy should define how each term is used.

What is the difference between grievance handling and employee discipline?
Grievance handling begins with a concern raised by an employee. Employee discipline begins with an employer’s
concern regarding possible misconduct or violation of a workplace standard.

A grievance may reveal possible misconduct, but the resulting disciplinary matter should still undergo the
applicable fact-finding and due-process requirements.

Does the training include employee discipline?

Yes. The program explains the relationship and boundaries between grievance handling and employee discipline.
It introduces fair disciplinary principles but does not replace a comprehensive administrative discipline and due-
process program.

Does the program include workplace investigation?

Yes. Participants learn fundamental fact-finding, interviewing, evidence-assessment, and documentation
techniques. Complex investigations may require a separate two-day workplace-investigation program or qualified
external investigators.

Should every grievance be investigated formally?

Not necessarily. Some concerns may be resolved through clarification, direct discussion, coaching, facilitated
conversation, or policy explanation. Serious, disputed, recurring, sensitive, or high-risk matters may require a
formal investigation or specialized procedure.

Can a grievance be confidential?

Grievance information should be shared only with people who need it for proper assessment, investigation,
decision-making, and implementation. Absolute secrecy should not be promised when the organization must
disclose relevant information to provide a fair process.
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Can an anonymous grievance be accepted?

Organizations may establish channels for anonymous concerns. However, anonymity can affect the
organization’s ability to clarify allegations, assess credibility, gather evidence, and communicate the outcome.
The procedure should explain these limitations.

Does the training cover unionized workplaces?
Yes. The program may be customized according to the grievance machinery, timelines, representation
arrangements, and escalation process contained in the organization’s CBA.

Can participants work on our actual grievance procedure?
Yes. Participants may review and improve anonymized, nonconfidential grievance policies, workflows, forms, and
communication templates supplied by the client.

Can the program be delivered online?
Yes. The program may be conducted through live online training using digital case files, breakout-room role-plays,
collaborative worksheets, interview simulations, and facilitated case analysis.

RELATED TRAINING PROGRAMS

Organizations may also consider:
e Philippine Labor Law Training
o Employee Relations Training
e Administrative Discipline and Due Process Training
o Workplace Investigation Training
e Conflict Management Training
o Handling Difficult Conversations and Feedback Training
e Labor Relations Training
¢ HR Management for Non-HR Managers
e Coaching and Corrective Feedback Training
e Anti-Sexual Harassment and Safe Spaces Training
e Workplace Mediation Training
e Code of Conduct and Employee Handbook Development

WHY CHOOSE MSS CORPORATION?

Making Strong Success Corporation delivers practical and customizable corporate training programs based on
actual workplace, employee-relations, leadership, HR, communication, performance, and organizational
challenges.

Our approach combines:
e Practical grievance-handling frameworks
e Realistic employee-relations cases
e Intake and listening simulations
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o Case-triage exercises

e Fact-finding and interview practice

e Evidence-assessment activities

e Grievance-versus-discipline analysis

e Resolution and communication simulations

e Grievance-procedure development

o Facilitator coaching and peer feedback

e MSS EnterTRAINment® learning methods

e Action planning for immediate workplace application

This Employee Grievance Handling Training in the Philippines is designed not merely to help participants
complete grievance forms. It develops their ability to listen responsibly, identify the real issue, provide a fair
process, establish the facts, select an appropriate response, communicate professionally, monitor
implementation, and prevent similar concerns from recurring.

REQUEST A CUSTOMIZED PROGRAM

Organizations searching for Employee Grievance Handling Training in the Philippines, Training on Handling
Employee Grievances in the Philippines, Handling Employee Grievances Training in the Philippines, Employee
Discipline and Grievance Handling Training in the Philippines, Training on Handling Employee Discipline and
Grievances in the Philippines, Training on Employee Discipline in the Philippines, Handling Employee Discipline
Training in the Philippines, or Employee Discipline Handling Training in the Philippines may request a
customized program based on their workforce, policies, grievance channels, organizational structure, employee-
relations risks, and desired outcomes.

Listen without prejudging. Establish the facts. Provide a fair process. Resolve appropriately. Protect trust.
Improve the workplace.




