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Foreword

The Public Service Commission (PSC) has been reporting 
on grievance trends in the Public Service for the past three 
years, and has found that departments in general are unable 
to resolve grievances within the prescribed time frame. It is 
common knowledge that the attitude of employees who are 
aggrieved in the workplace may have a negative impact on 
their performance. This situation is worsened by the ineffective 
handling of such dissatisfactions resulting in delays in the 
finalisation of cases. 

Accordingly, the PSC found it necessary to assess the state of 
grievance handling in the Public Service. In this Report, the PSC 
assessed the management of grievances within a sample of 43 
departments at national and provincial level in order to identify 
good practices and establish areas where departments need 
guidance. It was clear from the research conducted by the PSC 
that departments face several challenges in the management 
of the grievance process. This, despite the fact that, in 2004 
the PSC produced Guidelines on the Grievance Rules. Therefore, emanating from this study, the PSC has 
now drafted guidelines on good practices, which provide an easy step-by-step process in the management 
of grievances in the Public Service. It is trusted that the guidelines will assist departments with the effective 
management of grievances. 

The PSC would like to extend its gratitude to the Heads of Department, Senior Managers, Labour Relations 
Officials and representatives from organised labour for their cooperation in making this study possible. 

MS PM TENGENI
DEPUTY CHAIRPERSON: PUBLIC SERVICE COMMISSION
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Executive Summary
INTRODUCTION

The timeous resolution of grievances is an important element in developing a productive and harmonious work 
environment in the Public Service. The Public Service Commission (PSC) has produced two reports and two Fact 
Sheets during the past four years on grievance trends in the Public Service. Among others, the biggest challenge 
that departments face in the resolution of grievances is compliance with the time frame of 30 days in terms of 
which a grievance should be resolved departmentally. In order to evaluate the management of grievances, the 
PSC conducted a study amongst a sample of 43 departments with the view to identify good practices as well as 
challenges which still need to be addressed. 

LITERATURE REVIEW

Research has indicated that the basis for the sound management of grievances lies in the implementation of a 
proper procedure or mechanism for dealing with grievances. Of importance is that the grievance procedure 
should promote the rapid resolution of grievances. The elements of an effective grievance procedure may vary 
from one context to another, but should include at least the following: 

• In the first instance, a transparent “receipt and registration system” should be in place. 
• Grievances should be evaluated upon receipt in order to identify the issues and concerns raised in grievances 

by the aggrieved. This process should be followed by gathering information and obtaining the opinions of 
other interested parties. A plan should be developed to identify whether and how the issues might be 
resolved.

• Imperative to the grievance procedure is the ability to solve the problem that gave rise to the grievance. 
In attempting to resolve a grievance, it is important that the process that is followed, complies with agreed 
standards and criteria. 

• Communication is one of the most important elements as it strengthens the grievance resolution process. 
Feedback should continuously be provided to the aggrieved party to ensure that he/she is updated on the 
progress made in attempting to resolve the grievance. 

In line with the hierarchy in most organisations, the steps in a grievance procedure usually follow the levels of 
management in an organisation.

It is crucial that an organisation determines time frames for the lodging of a grievance up to the finalisation of 
the matter. Failure to comply with time frames may result in lower productivity, and ultimately, employees’ 
scepticism on the organisation’s commitment to the grievance procedure. In order for a grievance procedure 
to be effective, it needs to be adequately communicated throughout an organisation on a continuous basis. If 
employees are not even aware of the existence of the grievance procedures, they would most probably turn 
towards other mechanisms known to them.

Training forms an essential element of communicating the grievance procedure successfully within an organisation. 
Failure to provide training in this regard could reflect negatively on the organisation’s ability to create a sound 
work environment for its employees.
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FINDINGS OF THE STUDY

Management of grievances within departments

Internal procedures applied in the management of grievances

In order to assist Departments in the management of grievances, the PSC drafted Guidelines on the Grievance 
Rules1  during 2004. In terms of the Guidelines, departments were advised to draft their own internal grievance 
procedures or policies. Of the sample of 43 departments, 10 (23%) of the departments have developed an 
internal policy or procedure for dealing with grievances. In essence, the internal grievance procedures of the 
departments which fall under the Grievance Rules, 20032, are based on the Grievance Rules and highlight 
important principles of the Grievance Rules, such as adherence to the time frames and compliance with the audi 
alteram partem rule which means “hear the other side”. The remaining 33 (77%) of the sampled departments 
indicated that they only use the Grievance Rules, 2003 and the Guidelines in their handling of grievances. 

The study found that training on the grievance procedure is provided mostly on a quarterly and annual basis in 
the form of workshops and induction courses. Of the sampled departments, 37 (86%) indicated that workshops, 
which could also take the form of training sessions, were held to inform employees of the grievance procedure. 
Thirty (70%) departments stated that they conveyed information regarding the Grievance Rules as part of the 
induction course presented to newly appointed employees. Twenty-three (53%) departments have developed 
printed material on the grievance procedure, which are provided to employees either during workshops or 
on request and 6 (14%) departments have developed posters. Three (7%) of the departments indicated that 
information on the grievance procedure is provided electronically through their intranet and 6 (14%) departments 
indicated that information regarding the grievance procedure is communicated through other means such as 
information sessions and the HR/LR forums. 

Twelve (28%) of the sampled departments indicated that grievances are handled within 30 days from the date 
they are lodged by the aggrieved. However, the PSC found that according to the six monthly reports for the 
2009/2010 FY submitted by departments, only 26% of cases were finalised within the prescribed time frame 
by these departments. Seventeen (40%) of the departments indicated that they take longer than 60 days to 
finalise grievances. Failure by departments to comply with the prescribed time frame for dealing with grievances 
is ascribed to a myriad of challenges. These include lack of cooperation from aggrieved employees, supervisors 
and managers, and the geographical location of remote offices in rural areas. Unfortunately, this has a domino 
effect as aggrieved employees are frustrated by the inability of departments to deal with their grievances within 
the prescribed timeframe, and thus refer their grievances to either the PSC or a sectoral bargaining council. 

The six monthly reports submitted by departments to the PSC since 2004 indicated that more than 55% of the 
grievances lodged with departments were only finalised in a period between three months and four years after 
the lapse of the 30 days prescribed period. Failure by departments to resolve grievances within the prescribed 
time frame remains cause for PSC’s concern as it defeats the purpose of ensuring that there is speedy resolution 
of grievances. 

Role players in the grievance resolution process

The role players in the grievance resolution process, are the following:

• The Designated Employee whose purpose it is to promote the speedy, impartial and equitable handling of 
grievances.

• Immediate supervisor.

1 Republic of South Africa: Public Service Commission. Guidelines on New Grievance Rules. 12 August 2004.
2 Republic of South Africa: Public Service Commission. Rules for dealing with the Grievances of Employees in the Public Service, Government Gazette number 25209 

of 2003.
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• Union representative.
• Labour Relations/Human Resource Directorate.
• Head of Section.
• Head of Department.
• Executive Authority. 

All the sampled departments indicated that the Labour Relations/Human Resource Directorate is responsible for 
the facilitation of the grievance process. However, only twenty-six (60%) of the departments indicated that they 
have appointed Designated Employees to facilitate the grievance resolution process. In addition to the Labour 
Relations/Human Resource Directorate, thirty-eight (88%) of the departments indicated that the immediate 
supervisor of the aggrieved employee, is involved in the resolution of grievances. 

The findings of the PSC show that the Designated Employee’s role remains central as s\he must keep track of 
ensuring that the role players progress well during the resolution of the grievances in order to meet the prescribed 
time frames. Furthermore, the Designated Employee has the responsibility, when appropriate time is reached, 
to inform the aggrieved employee about progress made throughout the investigation process, whereafter the 
update should also be submitted to the central point where all records of the grievances within a department 
are kept. The immediate supervisor/manager is also pivotal to the grievance process. If a supervisor/manager 
negates their responsibility in resolving a grievance, it will undoubtedly contribute to the failure of departments 
to resolve grievances on time. 

Procedure followed in resolving grievances

Thirty-nine (91%) of the sampled departments indicated that an investigation is conducted whereby interviews 
are held with the aggrieved employee, the supervisor/manager and other parties. In addition to conducting an 
investigation, 18 (42%) departments indicated that they conduct a grievance hearing or meeting. Four (9%) 
of the sampled departments indicated that they only conduct grievance hearings or meetings. Of these four 
departments, two departments indicated that they have grievance committees that consider grievances. The 
Departments of Home Affairs and Health: Western Cape do not conduct grievance hearings, but have grievance 
committees in place. 

Although the Grievance Rules are not prescriptive in respect of the process that should be followed in the 
resolution of a grievance, conducting an investigation into the merits of a grievance is beneficial in that it provides 
the Designated Employee with an opportunity to gather evidence and determine a sequence of events. Conducting 
an interview with both the aggrieved employee and supervisor or other interested parties, is in line with the audi 
alteram partem rule, and allows all parties to submit their side of the story. It also provides for a paper trail in that 
an investigating report is drafted upon completion of the investigation. It is therefore, encouraging that 91% of 
the departments follow this route in considering grievances. 

The benefit of a grievance hearing is that it provides all parties with an opportunity to be heard and present their 
side of the story. It may also encourage departments in resolving grievances within a short space of time, if the 
outcome of the grievance hearing results in the resolution of a grievance. 

The Grievance Rules provide for the resolution of individual grievances. However, collective grievances do arise, 
as is apparent from the grievances of employees in the Health sector on the implementation of the Occupation 
Specific Dispensation. In such cases, the constitution of a grievance committee to investigate collective grievances, 
may assist in the speedy resolution of the grievances. 
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Systems in place to support the management of grievances

One of the challenges faced by departments, is the tracking of progress made in the handling of grievances. An 
effective tracking system should assist departments in ensuring that grievances are dealt within the prescribed 
timeframe. Five (12%) of the 43 sampled departments, do not have a system in place to track the resolution 
of grievances. An analysis of the tracking systems that the remaining 38 departments have in place, indicated 
that 15 (40%) of the departments, rely on a database. Information captured on the database typically reflects 
generic information such as personal details of the aggrieved employee, the nature of the grievance, the status 
of the case, the date finalised and action/progress. While a database is useful, the risk is that it may not always 
alert one to attend to urgent cases unless the system has an inbuilt early warning mechanism. National Treasury 
has developed an electronic system (Dashboard) which alerts the Labour Relations Directorate of outstanding 
cases. Once information in respect of a grievance has been captured, it sends out an automatic reminder that 
the status should be updated. 

Four (9%) departments use a manual system which consists of a progress sheet placed on the file of the 
aggrieved, which is updated manually. The challenge with such a system is that it may not necessarily provide the 
Department with an overview of the progress made in respect of the resolution of all grievances since it only 
provides information in respect of a single matter. Furthermore, if departments need to draft reports on the 
resolution of grievances, they have to manually check each file to establish the progress made in respect of each 
case. The reliability of the contents of such a system depends on the official responsible to updating the files and 
this may be subject to irregularity of data. 

All the Western Cape Departments as well as the Department of Health in the Eastern Cape Province, indicated 
that they use PERSAL as a tracking system. The drawback with PERSAL is that it only provides for the capturing 
of information provided in the Grievance Form per individual case. Similar to the manual system, it does not 
provide the Department with an overview of the progress made in the resolution of all grievances. 

Of the 38 departments that have a tracking system in place, 15 (40%) indicated that they track the resolution 
of grievances on a monthly basis. Thirteen (34%) of the 38 departments indicated that they track grievances 
on a weekly basis. The Departments of International Relations and Cooperation, Justice and Constitutional 
Development and National Treasury indicated that apart from tracking the grievances on a weekly basis, the 
cases are also tracked at each level of authority. Seven (18%) of the 38 departments indicated that grievances 
were followed up on a daily basis. However, the observation made by the PSC during its regular interaction with 
the Department of Justice and Constitutional Development on grievances referred to the PSC, is that longer 
periods than one week lapse before updates can be provided on grievances under investigation. This suggests 
that the time frames indicated by the sampled departments are not always adhered to.

Four (11%) of the 38 departments rated their tracking system as excellent and 21 (51%) rated their system 
as good. Representatives from organised labour were also requested to rate the effectiveness of the tracking 
systems used by departments, and to provide reasons for their rating. Generally, the tracking systems were 
rated as poor, even in those departments which had rated their own system as excellent. The study found 
that the criticism from organised labour is not necessarily against the effectiveness of the tracking systems used 
by the departments, but the management of grievances in general. Representatives generally expressed their 
dissatisfaction with departments’ failure to comply with the grievance procedure and ensure that grievances are 
dealt with timeously. 

The Grievance Rules, 20033 emphasise the importance of communication with aggrieved employees on the 
progress and outcome made in respect of the investigation of their grievances. Rule E.3 determines that – 

3 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public  Service, Government Gazette number 
25209 of 2003.
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“The employee must be provided with information about the status of the grievance and the progress made towards 
the planned finalisation date.” 

All the departments indicated that written communication is provided to aggrieved employees. Twenty-nine 
(67%) departments indicated that feedback is also provided verbally to aggrieved employees and 17 (40%) 
departments indicated that feedback is provided through e-mails. 

Rule F.11 of the Grievance Rules, 20034  provides for an aggrieved employee to refer his/her grievance to the 
PSC, if the department fails to attend to the matter within the prescribed timeframe of 30 working days. Thus, 
the PSC must investigate all the grievances lodged by employees directly to it in terms of Rule F.11 and must 
consider those grievances that are referred to it by the Executive Authority in terms of the Rule F. 9 after the 
respective internal grievance procedures have been exhausted. In its previous reporting on grievance trends in 
the Public Service5 , the PSC found that aggrieved employees were inclined to refer their grievances to the PSC 
before the internal grievance procedure was exhausted because they were not kept informed of the progress in 
respect of the investigation into the merits of their grievances. 

The importance of continuous communication with aggrieved employees cannot be overemphasised. Lack of 
communication can lead to misconceptions and misunderstandings between individuals. Feedback from interviews 
held with representatives of organised labour indicates that communication to aggrieved employees is lacking and 
that departments should improve on their communication strategies.

Overall management of grievance resolution within departments

The PSC has in its previous reports on grievance resolution in the Public Service6  identified trends regarding 
the causes of grievances. The PSC has found that most of the grievances emanated from dissatisfactions around 
performance assessment, salary matters and recruitment and selection. Departments reported the following as 
reasons for the most frequently reported dissatisfactions of employees:

• Employees are not informed of the policies/procedures regulating human resources practices such as job 
evaluation and the implementation of the OSD. They therefore, do not understand the processes. 

• The PMDS is regarded by employees as a subjective system. Differences arise between supervisors and 
employees as employees believe they are entitled to the payment of performance bonuses and do not see 
the process as a means to reward exceptional performance. Supervisors are reluctant to provide employees 
with feedback after moderation, especially if the outcome is negative. 

• Lack of communication results in misunderstanding amongst employees. For example, employees are not 
always given proper feedback on their application for temporary incapacity leave, or deductions from their 
salaries. 

• Personality clashes between employees and their respective supervisors/managers which result in grievances 
relating to unfair treatment. 

• Applicants for advertised posts have an expectation to be appointed once they have applied for a post. This 
is especially the case where internal applicants apply for an advertised post. 

The study found that only about 50% of the grievances were resolved, which means that 50% of the grievances 
remained pending. It is encouraging that 24 (56%) of the departments appeared to have realised the need for a 
mechanism to consider dissatisfactions relating to performance assessment specifically. Most departments have 
also incorporated an appeal mechanism in their PMDS policy to address dissatisfactions arising from performance 
assessment.

4 Ibid.
5 Republic of South Africa: Public Service Commission: Report on Grievance Trends in the Public Service for the periods 1 April 2006 to 31 March 2007 and 1 April 

2007 to 31 March 2008.
6 Republic of South Africa: Public Service Commission: Report on Grievance Trends in the Public Service for the periods 1 April 2006 to 31 March 2007 and 1 April 

2007 to 31 March 2008.
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All the departments indicated that cases which are similar are used as precedents in the consideration of 
grievances under consideration at a later stage. The principle of consistency is especially applied in cases that 
all relate to the same issue, such as confirmation of probation. Decided cases, specifically arbitration cases that 
the departments were involved in, are taken into consideration in the investigation of grievances. However, 
departments also clearly emphasised that each case is considered on its own merits in order to comply with the 
principles of fairness. 

From the study, it was evident that departments, especially the Labour Relations/Human Resources units face a 
myriad of challenges in dealing with grievances. For example, budgetary constraints were mentioned as having a 
significant impact on the ability of the units since they are unable to conduct proper training or workshops on the 
management of grievances, or investigate grievances at grass roots level. Those departments that do not have a 
dedicated labour relations unit, indicated that they experience a serious lack of capacity. 

GUIDELINES ON GOOD PRACTICES

Every department has its own channel of command and workflow that suits its unique operation needs. It 
is therefore, crucial that each department has an internal grievance policy or procedure in place which will 
prescribe the procedure that should be followed from the first step to the final step in considering a grievance. 
It is preferable that the procedure is specific to the Department and is implemented by all employees as their 
own procedure. 

From the 10 sampled departments that have their own internal grievance procedure in place, it is evident that it 
is the intention that a step-by-step process is provided in terms of which grievances should be considered. Before 
lodging a grievance, aggrieved employees and managers are encouraged to resolve the matter through informal 
discussion. Special emphasis is placed on compliance with the time frames provided for in the Grievance Rules, 
20037 as well as communication to the aggrieved employee on the progress of the finalisation of the grievance. 

In respect of the procedure followed in grievance resolution, it is evident that a grievance hearing or meeting is 
a crucial element in the grievance process. The benefit of a grievance hearing or meeting is that it complies with 
the audi alteram partem principle and in many instances results in the resolution of the matter. An example of an 
internal grievance policy is provided in Chapter four of the Report, which may be considered by departments. 

It is recommended that departments adopt the following guidelines on good practices: 

• Throughout the Report, the importance of communication, with emphasis on the grievance procedure, 
is highlighted. It is recommended that all employees are provided with a comprehensive manual upon 
assumption of duty. The grievance procedure could also be attached as an annexure to the newly appointed 
employees’ letter of appointment and conditions of service. 

• The study found that departments regularly communicate the grievance procedure to employees through 
induction, training sessions and workshops. However, employees are still not familiar with the procedure. 
It is recommended that departments implement grievance management capacity programmes to develop 
the capacity of supervisors/managers to handle grievances as one of their core functions, and to build the 
confidence of employees in the management of grievances. Representatives from organised labour should 
be included in these programmes as they could play an important part in the resolution of grievances. 

• Departments should also ensure that the grievance procedure is promoted through their internal publications, 
on the intranet or through posters. Feedback to aggrieved employees on the progress made in the resolution 
of their grievances, forms an important part of communication. Comprehensive and continuous feedback to 
the aggrieved employee ensures that the employee is kept informed of the progress made in the resolution 

7 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003.
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of his/her grievance and prevent further disgruntlement on the part of the employee as they would be 
assured that the Department regards their grievances as serious. 

• The Designated Employee is not the only role player in the grievance resolution process. In fact the most 
important role in the grievance procedure undoubtedly is that of the supervisor/manager. Unfortunately, it 
appears that supervisors/managers are reluctant to handle grievances of employees for several reasons. Since 
grievance handling forms an aspect of people management and empowerment, supervisors and specifically 
SMS members, should be assessed on grievance handling during their performance review. 

• An efficient tracking system is pertinent to the management of grievances. If a department is unable to 
track the resolution of a grievance, it is unable to ensure that grievances are handled within the prescribed 
timeframe. A tracking system should be more than merely an electronic filing system or a database. An 
efficient tracking system should inform the Designated Employee, or responsible employee, on a regular 
basis of the status of a grievance and compel the Designated Employee or responsible employee to attend 
to the grievance and update the system. 

• It is recommended that departments formulate their policies relating to human resource related issues such 
as recruitment and selection, performance assessment and the implementation of the OSD to include a 
dispute resolution mechanism. This may include a body such as a committee or panel. Employees should be 
encouraged to exhaust the dispute resolution mechanism, before lodging a formal grievance in terms of the 
grievance procedure. 

CONCLUSION

The objective of a grievance procedure is the speedy resolution of dissatisfactions of employees, hopefully to 
the satisfaction of the aggrieved employees. In order to achieve this objective, the grievance procedure should 
be an enabler and not a disabler. It is trusted that the guidelines provided in this report will assist departments 
in either drafting internal grievance procedures or adapting their internal grievance procedure. In the end, the 
grievance procedure should assist departments in creating a harmonious work environment to the benefit of all 
employees. 
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1.1  BACKGROUND

The Public Service Commission (PSC) has produced two reports and two Fact Sheets during the past four years 
on grievance trends within the Public Service. In its research, the PSC has found that departments in general, 
are unable to resolve grievances within the prescribed time frame. According to the Fact Sheet on grievance 
resolution for the 2008/2009 financial year8 , 46% of the grievances lodged during the financial year were finalised 
by departments, of which only 25.5% were finalised within the time frame. Carver9  states that “Effectiveness is 
defined not as the resolution of the grievance in favor of the griever but as the completion of the process in a timely, 
private and courteous manner”. The emphasis here is on the timely resolution of a grievance. 

Since the timely resolution of grievances is an important element in developing a productive and harmonious 
work environment, the PSC conducted a study in a sample of 43 national and provincial departments to evaluate 
the processes followed in the management of grievances. 

1.2  OBJECTIVES 

This study looked at the management of grievances within a sample of national and provincial departments. The 
specific objectives of this report are to –

• evaluate the management of grievances by departments;
• obtain the level of understanding and challenges experienced by departments in the handling of grievances; 
• identify the challenges/shortcomings in respect of human resource practices which result in dissatisfactions; 

and
• identify good practices in the handling of grievances.

1.3  MANDATE OF THE PSC

In terms of section 196 (4) of the Constitution of the Republic of South Africa, 199610 (the Constitution), the PSC is 
mandated to, inter alia, investigate, monitor and evaluate the organisation and administration, and the personnel 
practices, of the public service. In terms of section 196(4)(f)(ii) of the Constitution11, the PSC has the powers and 
functions to investigate grievances of employees in the public service concerning official acts of omissions, and 
recommend appropriate remedies. Furthermore, in terms of subsection 196(4)(d)(iii) the PSC has the powers 
and functions to monitor and investigate adherence to applicable procedures in the Public Service. 

It is further provided in section 11 of the Public Service Commission Act, 199712, that the PSC may make rules as 
to -

“(a) the investigation, monitoring and evaluation of those matters to which section 196 (4) of the Constitution 
relates…”

In terms of section 35(1) of the Public Service Act, 1994 (as amended)13, an employee may, for the purpose of 
asserting his/her right to have a grievance concerning an official act or omission investigated and considered 
by the PSC, lodge that grievance with the relevant Executive Authority under the prescribed circumstances/ 
conditions/manner laid down by the PSC’s rules. If that grievance is not resolved to the satisfaction of such an 
employee, the relevant Executive Authority shall submit the grievance to the PSC in the manner and time or 
within the period prescribed by the PSC. 

8 Republic of South Africa. Public Service Commission. Fact Sheet: Grievance Resolution for the 2008/09 Financial Year. October 2008.
9 Carver J & Carver M: Reinventing your Board: A step-by-step Guide to implementing Policy Governance, 2006. Jossey-Bass, page 276.
10 Republic of South Africa: Constitution of South Africa, Act 108 of 1996.
11 Republic of South Africa: Constitution of South Africa, Act 108 of 1996.
12 Republic of South Africa: Public Service Commission Act, Act no 46 of 1997.
13 Republic of South Africa: Public Service Act, Act no 35 of 1994 (as amended).
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The Rules for dealing with the grievances of employees in the Public Service (the Grievance Rules) were negotiated 
and agreed upon in the Public Service Co-ordinating Bargaining Council (PSCBC) as Resolution 14 of 2002 and 
were published in Government Gazette Number 25209 of 25 July 200314. The Grievance Rules subsequently 
came into effect on 19 September 2003. 

Service departments falling outside the Public Service Act, 1994 (as amended) have in terms of collective agreements 
within their departments, developed their own grievance rules. However, in terms of its Constitutional mandate, 
the PSC has the power to investigate grievances that emanate from these sectors. The PSC therefore, first allows 
the internal departmental procedure to run its course, before investigating grievances emanating from these 
departments.  

1.4  SCOPE OF THE STUDY
 
Since the intention of the study is to evaluate the management of grievances within the sample departments, 
the study looked at the following:

• The effectiveness of the internal procedures applied by departments in the handling of grievances.
• The reasons for non-compliance with time frames. 
• The reasons for the number of grievances pending.
• The management of commonly reported dissatisfactions such as performance assessment and salary 

problems. 

1.5  METHODOLOGY

In order to meet the objectives of this research report, the following methodology was adopted:

Data collection

Letters were sent to the Heads of Department (HoDs) of the following national and provincial departments to 
inform them of the project: 

Table 1: Sample of national and provincial departments
National Departments Correctional Services 

Home Affairs

International Relations and Cooperation

Justice and Constitutional Development

Labour

National Treasury

Water Affairs 

Eastern Cape Province Education

Health

Finance

Housing

Free State Province Health

Public Works and Rural Development

Social Development

Sport. Arts, Culture and Recreation

14 Republic of South Africa: Public Service Commission. Rules for dealing with the Grievances of Employees in the Public Service, Government Gazette number 25209 
of 2003.
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Gauteng Province Agriculture and Rural Development

Education

Health

Roads and Public Transport

KwaZulu-Natal Province Agriculture, Environmental Affairs and Rural Development

Education

Health

Social Development

Limpopo Province Agriculture

Economic Development, Environment and Tourism

Health and Social Development

Roads and Public Transport

Mpumalanga Province Agriculture, Rural Development and Land Administration

Economic Development, Environment and Tourism

Education

Health

Northern Cape Province Economic Affairs

Environmental Affairs and Nature Conservation

Health Services

Transport, Safety and Liaison

North West Province Agriculture, Conservation, Environment and Rural Develop-
ment

Health and Social Development

Local Government and Traditional Affairs

Public Works, Roads and Transport

Western Cape Province Cultural Affairs and Sport

Community Safety

Health

Social Development

Questionnaires were developed as a foundation for gathering data from the sample of departments, and these 
are attached as Annexure B. The questionnaires covered aspects such as-

• the internal procedures applied in the management of grievances;
• the systems in place to support the management of grievances;
• the capacity of departments to deal with grievances; 
• the management of dissatisfactions relating to human resource practices such as performance assessment 

and salary related issues; and
• notable successes and challenges faced by departments in dealing with grievances.

Data analysis

A desktop research was conducted to specifically obtain an overview of good practices in the management of 
grievances globally. The information gathered through the questionnaires and internal documents received from 
departments, was collated, which ultimately culminated in the Report. 
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1.6  LIMITATIONS

It was intended to start with the interviews with identified officials in the sample departments, from mid-July 
to mid-August 2010. However, organised labour embarked on industrial action around the same time, which 
made it difficult to secure interviews with representatives from organised labour as well as Senior Managers 
responsible for labour relations. As a result, representatives from organised labour as well as Senior Managers 
were not readily available to be interviewed. 

1.7  STRUCTURE OF THE REPORT

Chapter 2 of the Report contains the literature review and provides an overview of good practices in several 
countries. Chapter 3 provides an analysis of the management of grievances within the sample departments and 
Chapter 4 provides guidelines on good practices in the management of grievances.  
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2.1  INTRODUCTION

The employment relationship brings a human element to the workplace environment, which includes issues 
such as personal problems, complaints against supervisors or colleagues, and/or dissatisfactions regarding 
working conditions. The right to speak out against unacceptable treatment received from supervisors or lodging 
complaints regarding employment related issues, becomes part of work place democracy. In order to assist 
both the employer and the employee in managing this part of the employment relationship, it is imperative that 
employers establish a grievance procedure which is fair, consistent and equitable for employees.  

Literature shows that there are certain critical pillars in achieving the effective management of grievances. These 
are discussed in detail below. 

2.2  THE FOUNDATION OF AN EFFECTIVE GRIEVANCE PROCEDURE

One of the basic principles in the workplace is the establishment of procedures to govern the employment 
relationship. A grievance procedure is intended to provide the employee with an opportunity to voice his/her 
concerns within the workplace. It therefore, stands to reason that the grievance procedure should comply with 
fair labour practice, and it should be based on proper processes, checks and balances which result in a desired 
outcome. 

The sound management of grievances therefore requires commitment from the employer as well as all employees 
to ensure that grievances are handled in an effective and efficient manner with the view to reach the desired 
outcome. 

2.3  ELEMENTS OF A SOUND GRIEVANCE PROCEDURE

Literature indicates that at the heart of an effective grievance handling system is the existence and implementation 
of a clear grievance procedure. The Labour Relations Commission, Ireland for example, indicates in its Code of 
Practice: Grievance and Disciplinary Procedures15, established in terms of section 42 of the Industrial Relations 
Act, 1990, that such a procedure would, among others, ensure that grievances are handled in accordance with 
the principles of natural justice and fairness. In terms of the rules of natural justice, both parties should be given 
the opportunity to be heard. The rules of natural justice have also been developed to ensure that decision 
making is fair and reasonable. This means that the decision-maker should be without bias and only act on 
evidence presented to him/her16.

In order for a grievance procedure to be effective, it needs to have certain elements. Example of such elements 
are found in the “Guide to designing and implementing grievance mechanisms for development projects”17developed 
by the Office of the Compliance Advisor/Ombudsman (CAO). The CAO, established in 1999 as the independent 
recourse mechanism for the private sector arms of the World Bank Group, the International Finance Corporation 
(IFC) and Multilateral Investment Guarantee Agency (MIGA), reviews complaints from individuals and communities 
that believe they are, or may be, adversely affected by IFC and MIGA projects. Although the Guide does not 
deal specifically with the employment relationship, the principles it advocates equally apply to the workplace. 
The elements of an effective grievance procedure may vary from one context to another, but should include at 
least the following: 

• In the first instance, a transparent “receipt and registration system” should be in place. Such a system should 
provide a means for the aggrieved employees to register their grievances and confirm that they have been

 received by the designated person responsible for handling their grievances. This would also assist the 
employer in tracking the progress made in the handling of grievances of employees. 

15 The Labour Relations Commission, Ireland: Code of Practice: Grievance and Disciplinary Procedures S.J. No. 146 of 2000.
16 The New South Wales Ombudsman, Australia: Natural Justice/Procedural Fairness: Public Sector Agencies Fact Sheet No 14 of 2005.
17 The Compliance Advisor/Ombudsman, World Bank: Guide to designing and implementing grievance mechanisms for  development projects: 2008.
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• Grievances should be evaluated upon receipt in order to identify the issues and concerns raised in the 
grievance by the aggrieved. This process should be followed by gathering information and obtaining the 
opinion of other interested parties. A plan should be developed to identify whether and how the issues 
might be resolved.

• Imperative to the grievance procedure is the ability to solve the problem that gave rise to the grievance. 
In attempting to resolve a grievance, it is important that the process that is followed, complies with agreed 
standards and criteria. This process should provide for joint problem solving, in which the employer and the 
aggrieved employee engage in direct dialogue. Although it remains the responsibility of the labour relations 
officer appointed by the employer to investigate grievances, the assistance of independent third parties 
could assist in resolving grievances, as well as grievance tracking, monitoring and reporting to the aggrieved 
parties.

• Communication is one of the most important elements as it strengthens the grievance resolution process. 
Feedback should continuously be provided to the aggrieved party to ensure that he/she is updated on the 
progress made in attempting to resolve the grievance. 

• The benefit of a sound grievance procedure is that it assists in identifying systemic problems in the process. 
It provides for organisational learning in that problem areas in policies and procedures are identified and 
amended to prevent recurrent future dissatisfactions. For example, recurring grievances relating to the filling 
of posts could mean that the organisation needs to relook its policy on recruitment and selection. 

The above elements can be found in other grievance procedures internationally such as the “Best Practice Guide: 
Effective Dispute Resolution”18 , drafted by the Fair Work Ombudsman and used in the Australian context. From 
the principles highlighted by the guide, it is evident that a sound grievance procedure is invaluable as it provides 
a predictable, transparent and credible process to all parties, resulting in outcomes that are seen as fair, effective 
and lasting. 

The grievance procedure should also promote the rapid resolution of grievances. In other words, the process 
should not be long drawn out, but should preferably be short in order to assist in the speedy resolution of the 
grievance. In line with the hierarchy in most organisations, the steps in a grievance procedure usually follow the 
levels of management in an organisation. However, research indicates that three or four steps in a procedure are 
the most common. According to the “Best Practice Guide: Effective Dispute Resolution”19  the typical steps in the 
grievance procedure are as follows:

The employee discusses the grievance with his/her direct supervisor.

The supervisor attempts to resolve the grievance. If all attempts are futile, the matter is referred to Senior Management.

A Senior Manager listens to the concerns of the aggrieved employee and either resolves the matter or refers it to the 
next level Senior Management. 

The next level Senior Management attempts to resolve the matter. If it remains unresolved, it is referred to an 
independent body. 

An independent conciliator or mediator assists to resolve the dispute.

 18 Fair Work Ombudsman, Australia: Best Practice Guide Effective Dispute Resolution. 2010.
19 Ibid.
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As can be seen from the above, the internal procedure generally comprises four steps, which includes the initial 
lodging of the grievance by the employee with the direct supervisor. According to research conducted by Steward 
and Davy, they found that there was “… an inverse relationship between the number of steps in a procedure and 
the incidence of early resolution.”20 The study found that the lower the step at which the grievance is resolved, the 
more beneficial the results are to the aggrieved party. In other words, the grievance is resolved more speedily 
and closely to the point of origin. This finding underscores the importance of a grievance procedure to resolve 
grievances promptly and in a responsive and timely manner. 

2.4. TIME FRAMES IN THE GRIEVANCE PROCEDURE

Time frames in the grievance procedure are fundamental in the management of grievances. According to research 
conducted by Steward and Davy, grievances should be lodged within a specified time frame as this “… puts a 
cap on disputes being notified months after their occurrence, when evidence may be weak and memories faded.”21  This 
means that a grievance procedure should determine a specific time frame for the lodging of grievances with the 
employer. 

The grievance procedure should also provide for time frames at each step or level. The study by Steward and 
Davy also found that time frames allocated per step, should be sufficient to assist managers in investigating the 
matter, but should not result in unnecessary delays in the process22. The timeliness of each step in the procedure, 
including the timeliness to respond to a grievance, is regarded as crucial to the delivery of justice. Bohlander 
(1989)23, found that the maximum time frame for handling a grievance should be 40 days, and grievances should 
be initiated within two weeks of the occurrence of the event that gave rise to the grievance. 

From the studies indicated above, it is clear that the establishment of time frames is regarded as a good practice 
in the management of grievances. It is thus crucial for an organisation to determine time frames for the lodging 
of a grievance up to the finalisation of the matter. These time frames should be clearly specified in the grievance 
procedure, and all parties should be required to comply with the specified time frames. Failure to comply with 
time frames could be to the detriment of the employer as it may result in lower productivity, and ultimately, 
employees may doubt the organisation’s commitment to the grievance procedure. Harlos (2001)24  remarked 
that failure of management to act timeously on grievances, has been coined the “deaf ear syndrome” and allegedly 
accounts for significant costs from litigation and lower productivity and exacerbates employees’ sense of injustice 
in the workplace. 

Time frames are also articulated for different levels of a grievance. According to Keyte (1999)25, a balance needs 
to be found between the time allocated to the first step and the last step in the grievance process. He argues 
that as the case progresses to higher levels, less time should be necessary to consider the case as “… the 
complaint has been whittled down to its essentials and a whole re-run is unnecessary”. Considering this argument, it 
stands to reason that the initial investigation into a grievance would require more time to handle than when the 
matter is escalated to the highest level. However, limiting the time frame during the last steps in the grievance 
procedure should not be to the prejudice of the aggrieved employee. If it proves necessary to allow for extra 
time for the person at the highest level to consider the matter before him/her, this should be allowed. Ultimately, 
the objective of the grievance procedure is to ensure that the grievance is resolved amicably. 

20 Quoted in Van Gramberg, B and Menzies, J. Grievance Procedures in Organisation – Why do they fail? Australia. Victoria University Education Publication. Working 
Paper Series School of Management. 1992.

21 Ibid.
22 Ibid.
23 Bohlander, GW. “Public sector independent grievance systems: Methods and procedures”, Public Personnel Management, vol 18, no 3, pp 563-568.
24 Harlos, K.P 2001, ‘When organisational voice systems fail: more on the deaf-ear syndrome and frustration effects’, Journal of Applied Behavioural Science , vol 37, 

no 3, pp 324-342.
25 Keyte,M . 1999, Quantifying workplace due process: An initial construct. Paper presented at the 13th AIRAANZ   Conference, Adelaide.
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2.5  COMMUNICATING THE GRIEVANCE PROCEDURE

In order for a grievance procedure to be effective, it needs to be adequately communicated throughout 
an organisation on a continuous basis. If employees are not even aware of the existence of the grievance 
procedures, they would most probably turn towards other mechanisms known to them. The Labour Relations 
Commission, Ireland stressed in its Code of Practice: Grievance and Disciplinary Procedures26  the importance 
of communicating the existence, purpose, function and terms of the procedures. In fact copies of the grievance 
procedures should be given to all employees at the commencement of their employment and should be included 
in employee programmes of induction and refresher training as well as trade union programmes of employee 
representative training. 

According to Swann JP (1981)27, senior managers are responsible for advertising the existence of the grievance 
procedure and to educate and make other supervisors and managers know how to implement it appropriately. 
Departments may supplement this education and communication by posting grievance procedures and related 
information on their intranet. Other forms of communicating the grievance procedure include HR Manuals, 
newsletters, e-mails and notice boards28. Rollinson et al29  indicated that as early as 1996, legislation in the United 
States of America has been requiring that new employees be informed of the grievance procedure applicable 
in the organisation, when they assume duty. Informing newly appointed employees of the grievance procedure 
can only assist in improving the employment relationship as the employee will immediately be aware of the 
mechanism available to him/her if they have any grievances.  

Training forms an essential element of communicating the grievance procedure successfully within an organisation. 
Bendix (2010)30, stresses the importance of training on the grievance procedure applicable in the workplace, 
either during the induction process of a new employee or in other training sessions. Failure to provide training 
in this regard could reflect negatively on the organisation’s ability to create a sound work environment for its 
employees. Research conducted by Rollinson et al31 found that a high proportion of managers were not even 
aware that their organisations had a Grievance Procedure and were thus not aware of the content. It was 
further found that, in addition to a lack of training, managers had a general lack of past experience in dealing with 
grievance procedures. It is therefore, imperative that training receives high priority within the organisation. The 
benefits of training are highlighted by Philips J (2003)32 who states that training on performance improvement 
programmes may reduce the number of grievances lodged, which in turn is a reflection of the success of such 
programmes. 

2.6  GRIEVANCE PROCEDURES IN THE SOUTH AFRICAN PUBLIC SERVICE CONTEXT

The Constitution of the Republic of South Africa, 199633, is widely regarded as one of the most progressive 
constitutions in the world. Section 196(4)(f)(ii) of the Constitution34, provides the PSC, with the mandate to 
investigate grievances of employees in the Public Service and recommend appropriate remedies.

However, as with all mandates, the Constitution does not provide the regulatory framework or mechanisms 
and circumstances which should be followed for the PSC to deal with grievances. Section 35 of the Public Service

26 The Labour Relations Commission, Ireland: Code of Practice: Grievance and Disciplinary Procedures S.J. No. 146 of 2000.
27 Swann, J.P 1981, ‘Formal grievance procedures and non-union plants do they really work? Personnel Administrator, vol. 26, no.8, pp. 66-70.
28 Keyte, M . 1999, Quantifying workplace due process: An initial construct. Paper presented at the 13th AIRAANZ  Conference, Adelaide.
29 Rollinson, DJ, Hook CM, Foot M &Handley ER, 1996, “Supervisor and manager styles in handling discipline and grievance: Part two – approaches to handling 

discipline and grievance’, Personnel Review, vol 25, no 4, pp 38-55.
30 Bendix S “Industrial Relations in South Africa”, 5th edition, 2010 (p 351).
31 Ibid.
32 Philips JJ, “Return on investment in training and performance improvement programs”, 2nd edition, 2003 (P245).
33 Republic of South Africa: The Constitution of the Republic of South Africa, 1996 .
34 Republic of South Africa: The Constitution of the Republic of South Africa, 1996: Section 196(4)(f)(ii) determines that the PSC may, either of its own accord or on 

receipt of any complaint, investigate grievances of employees in the public service concerning official acts or omissions, and recommend appropriate remedies.



11

Act, 1994 (as amended)35 provides a legislative framework in terms of which grievances of employees in the Public 
Service should be considered. It provides for an aggrieved employee to lodge his/her grievance regarding an 
official act or omission by the employer, with the Executive Authority (EA) of the Department. 

It further provides for the aggrieved employee to request that his/her grievance be referred to the PSC, if he/
she is dissatisfied with the decision of the EA. Section 11 of the Public Service Commission Act, 199736, read with 
section 35(5) of the Public Service Act, 1994 (as amended), provides for the PSC to make Rules as to, inter alia, 
investigate grievances of employees in the Public Service. 

In order to promote sound labour relations within the Public Service and provide employees with the opportunity 
and procedure to raise issues that impact negatively on their employment relationship, the Grievance Rules for 
the Public Service were published in Government Gazette No 25209 of 25 July 2003 (the Grievance Rules)37. 
Separate to the Grievance Rules, 2003, the PSC also issued Rules for dealing with grievances of members of 
the Senior Management Service (SMS)38, including Heads of Department, during September 2010, published in 
Government Gazette No 33540, dated 17 September 2010. Both Grievance Rules are in line with fair labour 
principles such as consistency, transparency and the resolution of grievances as close to the point of origin as 
possible. 

In addition to the Grievance Rules, 2003 and Rules for dealing with grievances of members of the Senior Management 
Service (SMS), the different sectors within the Public Service, such as the Departments of Correctional Services 
and Defence and Military Veterans, as well as Education, have their own grievance procedure, which are distinct 
from the Grievance Rules. An overview of the principles contained in the different grievance procedures in the 
South African Public Service, are indicated in the table below:

Table 2: Principles of grievance procedures in the SA Public Service
Grievance Procedure Key Principles

The Grievance Rules, 2003 
Rules for dealing with grievances of members of the Senior 
Management Service, including Heads of Department

The promotion of speedy, impartial and equitable han-• 
dling of grievances of all employees appointed in terms 
of the Public Service Act, 1994 (as amended)
Resolution of grievances at the lowest possible level in • 
a department.
Employer must ensure that a grievance is dealt with in a • 
fair, impartial and objective manner and that the princi-
ples of natural justice are observed.
No employee may be victimised or prejudiced, directly • 
or indirectly as a result of lodging a grievance.

Department of Correctional Services: Grievance Procedure 
Manual (DBC Resolution 108/96)

The promotion of sound labour practices through an • 
accessible and fair grievance procedure.
Grievances should not be perceived as negative or • 
putting management in a bad light. 
Managers are encouraged to regard grievances posi-• 
tively, in order to ensure that employees have the confi-
dence to express their grievances.

35 Republic of South Africa: The Public Service Act, 1994 (as amended).
36 Republic of South Africa: The Public Service Commission Act, 1997.
37 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 

of 2003.
38 Republic of South Africa: Public Service Commission: Rules for dealing with grievances of members of the Senior Management Service (SMS), Government Gazette 

number 33540 of 2010.
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Grievance Procedure Key Principles

Department of Defence: Individual Grievances Regulations 
published in Government Gazette no 33334 on 30 June 
2010

The Regulations provide for a uniform procedure for • 
members and employees employed in terms of the 
Public Service Act, 1994 in the Department.
The procedure is streamlined in that command chan-• 
nels are reduced.
Grievances are treated as confidential and disciplinary • 
measures may be taken against any person who fails to 
treat a grievance as confidential. 

South African Police Service: Labour Relations Manual agreed 
upon in the Safety and Security Sectoral Bargaining Council 
on 20 May 2005

The procedure is based on the promotion of the princi-• 
ples of fair labour practice.
A grievance should be resolved as speedily and close to • 
the point of origin as possible. 
Grievance Management Guidelines provide a step-by-• 
step process that should be followed in the resolution 
of a grievance.

Grievance procedure for Educators contained in Chapter H 
of the Personnel Administration Measures (PAM)

Similar to the grievance procedures indicated above, the • 
grievance procedure for Educators intends to resolve 
individual grievances speedily and as close to the point 
or origin as possible. 
The promotion of the procedure should assist in a griev-• 
ance from becoming a dispute. 

It is apparent from the above quoted principles of the different grievance procedures in the South African Public 
Service context, that the most important pillar of a sound grievance procedure is based on compliance with fair 
labour practice. This entails that an employee should have the right to a fair procedure which will assist in the 
speedy resolution of his/her grievance. 

2.7  CONCLUSION

From the above analysis, it is evident that a grievance procedure that provides a simple, transparent and timely 
manner in which dissatisfactions of employees are addressed is a recipe for success in any organisation. However, 
the most important ingredient in this process is the commitment of all stakeholders. In order for the grievance 
procedure to be effective, all employees, but specifically managers, should be standard-bearers of the process. 
This further means that there should be an effective communication procedure in place and all employees should 
receive regular training on the grievance procedure. 

Chapter three that follows, looks at the management of grievances within the sample departments. 
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3.1  INTRODUCTION

This Chapter looks at the management of grievances within the sample of departments. Since the timely resolution 
of grievances is an important element in the establishment of a productive and harmonious work environment, 
it is imperative that the processes followed in the management of grievances in departments is investigated to 
identify good practices. 

3.2  INTERNAL PROCEDURES APPLIED IN THE MANAGEMENT OF GRIEVANCES

All departments in the Public Service have a generic grievance procedure which is followed when employees 
are aggrieved. The Grievance Rules39 which were promulgated in Government Gazette Number 25209 of 25 
July 2003 (the Grievance Rules, 2003) apply to all employees appointed in terms of the Public Service Act, 1994 
(as amended). The Departments of Correctional Services and Education, on the other hand, have their own 
respective grievance procedures derived from their legislative framework which were brought about through 
negotiations. A brief overview in respect of the three different grievance procedures applicable in the sample 
Departments is given in Table 3 below:

Table 3: Overview of the different grievance procedures 
Grievance Procedure Key Principles

The Grievance Rules, 2003 • Provide for the resolution of individual grievances
• Prescribed grievance form must be used
• Provide for a time frame of 90 days within which to 

lodge a grievance
• Clear communication protocols to address a grievance
• Aim to resolve grievances as close to point of origin
• Time limits applicable to resolve grievance
• Designated employee to facilitate investigation
• Highest level of grievance resolution within a depart-

ment is the Executive Authority (EA) 
• Aggrieved may request referral to PSC via EA if not 

satisfied with outcome
• Time limit for PSC to consider

Department of Correctional Services: Grievance Procedure 
Manual (DBC Resolution 108/96)

• Provides for individual as well as groups of employees to 
lodge a grievance

• Employees should be afforded a proper opportunity to 
raise their grievances

• Grievances should be raised with management as soon 
as possible in order for grievances to be settled without 
delay 

• Grievances should be resolved at lowest point of origin
• Seven stages are provided for
• Time limits are applicable to each stage
• Final decision rests with Deputy Commissioner
• Aggrieved may, if still aggrieved, pursue any lawful course 

of action (external remedies)

39 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003. 
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Grievance Procedure Key Principles

Grievance procedure for Educators contained in Chapter H 
of the Personnel Administration Measures (PAM)

• Provides for the resolution of individual grievances
• First step is an oral interview between the aggrieved 

and the head of a school or college
• Also provides for grievances to be formally lodged in 

writing
• Provides for a time frame of 90 days to lodge a griev-

ance
• Grievances should be resolved at lowest point of origin
• Time limits for the investigation of grievances applica-

ble
• Defined communication protocol to address grievance
• May declare dispute with the Executive Officer of Edu-

cation Labour Relations Council

3.2.1 Internal policies/procedures for dealing with grievances

In order to assist departments in the management of grievances, the PSC drafted Guidelines on the Grievance 
Rules40 during 2004. In terms of the Guidelines, departments were advised to draft their own internal grievance 
procedures or policies. Of the 43 departments included in the sample, the following 10 departments have each 
developed a department specific internal policy or procedure for dealing with grievances, additional to the 
Grievance Rules and Guidelines:

Table 4: Internal policy/procedures for dealing with grievances

Department
Policy or Procedures used in Dealing with 

Grievances

National departments

International Relations & Cooperation Grievance Procedure and Dispute resolution Mechanism

Justice Employee Relations Guidelines 

National Treasury Labour Relations Guidelines

Water Affairs Grievance Protocol

KwaZulu-Natal

Agriculture, Environmental Affairs & Rural Development Complaint and Grievance Procedure of Agriculture and 
Environmental Affairs

Education Grievance Procedure for Educators and Public Service 
Personnel

Social Development Policy on Management of Grievances

Limpopo

Economic Development, Environment & Transport Procedure manual on grievances

North West

Local Government and Traditional Affairs Departmental Procedure for handling of grievances by 
Labour Relations and Grievance Resolution Guidelines

Western Cape

Health Grievance Policy

At the time of the study, the Department of Correctional Services indicated that they were in the process of 
revising their grievance procedure. However, as the revised grievance procedure was still in draft format, they 
were unable to provide any information on the draft policy. 

40 Republic of South Africa: Public Service Commission. Guidelines on New Grievance Rules. 12 August 2004.
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The following guiding principles are highlighted in the internal policies of departments listed in Table 4 on the 
previous page:  

• An employee who is aggrieved by any aspect relating to his/her work circumstance(s), work environment and/
or employment practice, other than a sanction imposed in terms of the Disciplinary Code and Procedures 
for the Public Service, has the right to lodge a grievance with the Department. Appropriate action should 
be taken by Departments to resolve grievances through a step by step process from the lowest level to the 
highest level of authority.

• Supervisors and line function managers are encouraged to resolve grievances through informal discussions 
and by providing employees with information where appropriate. 

• In terms of the Department of International Relations and Cooperation’s internal procedure the use of 
informal discussions to address dissatisfactions before resorting to the grievance procedure, is encouraged. 
The Department of Local Government and Traditional Affairs: North West determines in their procedure 
that the Labour Relations Directorate is responsible to first establish if an aggrieved’s dissatisfaction cannot 
be resolved through informal discussion.

• If a grievance cannot be resolved through informal discussions, a formal grievance should be lodged in writing 
by completing and signing the prescribed Grievance Form, bringing the matter to the attention of the line 
manager, a supervisor and/or designated employee. 

• The aggrieved employee has the right to representation and may seek assistance and guidance from the 
Labour Relations Officer(s). 

• A grievance should be resolved as soon as possible and at the lowest possible level. The principles of 
natural justice, including the right to be heard, should always be observed at all stages of the grievance 
proceedings.  

• The aggrieved employee is entitled to receive regular feedback on progress made towards the finalisation of 
his or her grievance. In terms of the Grievance Protocol of the Department of Water Affairs, a grievance is 
regarded as resolved only once the aggrieved has signed the relevant part of the Grievance Form indicating 
that he or she is satisfied with the outcome of the grievance. 

It should be noted that the internal grievance procedures of the departments which fall under the Grievance 
Rules, 2003, are based on the Grievance Rules and highlight important principles of the Grievance Rules, such as 
adherence to the time frames and compliance with the audi alteram partem rule. The remaining 33 (77%) of the 
sampled departments indicated that they only use the Grievance Rules, 2003 and the Guidelines in their handling 
of grievances. Since the policy and operational contexts of departments differ in their operation, it is advisable 
that departments establish a grievance procedure that is unique to their circumstances while taking into account 
the general principles contained in the Grievance Rules. 

3.2.2 Training on the Grievance Rules/procedure

Communication is one of the basic functions of management in any organisation. It is a process of transmitting 
information throughout the organisation and receiving feedback from all stakeholders in the organisation. Bendix 
S (2010)41 highlights the fact that the International Labour Organisation views communication so important for 
the promotion of sound labour relations, that it issued Recommendation No 129 of 1967, which is based on 
the premise that it is in the “common interest” of the employer and employees to “... recognise the importance of 
a climate of mutual understanding and confidence within undertakings that is favourable both to the efficiency of the 
undertaking and to the aspirations of the workers....this should be promoted by the rapid dissemination and exchange 
of information, as complete and objective as possible, relating to the various aspects of the life of the undertaking and 
to the social conditions of the workers”. 

Effective communication of information is an essential component for sound labour relations and should be used 
by departments as a basic tool for motivation, thereby improving morale within the workplace. It is therefore, 
expected of departments to have an effective communication system in place through which the grievance 

41 Bendix S “Industrial Relations in South Africa”, 5th edition, 2010 (p 333).
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procedure applied in the department is communicated. This could include workshops and printed material. 
Figure 1 below provides an overview of the manner in which the Grievance Rules or internal grievance 
procedures applicable within the sample departments were communicated to employees. 

Figure 1: Training on the Grievance Rules/procedures

 

As can be seen from Figure 1, the following was established in regard to departments that participated in the 
study –

• 37 (86%) departments indicated that workshops were held to inform employees of the grievance procedure. 
These workshops could also take the form of training sessions;

• 30 (70%) departments stated that they conveyed information regarding the Grievance Rules as part of the 
induction course presented to newly appointment employees;

• 23 (53%) departments have developed printed material on the grievance procedure, which are provided to 
employees either during workshops or on request.  National Treasury has drafted a manual on applicable 
labour related legislation, policies and procedures, which is provided to all newly appointed managers within 
the department; 

• 6 (14%) departments have developed posters; 
• 3 (7%) departments provided information on the grievance procedure electronically through their intranet; 

and 
• 6 (14%) departments communicated information regarding the grievance procedure through other means 

such as information sessions and the HR/LR forums. 

The study further looked at the frequency of the dissemination of information relating to the grievance procedure 
through workshops. Figure 2 below, provides an overview of the frequency of workshops: 

Figure 2: Frequency of workshops 
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15 (35%) departments indicated that they held workshops on the grievance procedure on an annual basis. 
National Treasury indicated that they held workshops on a monthly and annual basis to inform employees 
of the grievance procedure. The Departments of Correctional Services, Education: Mpumalanga and Health: 
Mpumalanga indicated that they held workshops on a six monthly and annual basis. Information on the grievance 
procedure normally forms part of information provided on human resource and labour relations practices.

It would be preferable that workshops and/or training sessions on the grievance procedure are held more 
frequently to address on-going challenges on grievance processing. However, departments indicated that due 
to severe budgetary and capacity constraints, they are unable to conduct more workshops and/or training 
sessions. 

3.2.3 Time frame for dealing with grievances

In terms of the Grievance Rules, 200342, departments should deal with a grievance within a period of 30 days. 
The Grievance Procedure Manual for the Department of Correctional Services provides for a 30 day period and 
the Grievance Procedure for Educators provides for an 18 day period in which grievances have to be dealt with. 
However, the study found that departments in general are unable to deal with grievances within the prescribed 
time frames. Table 5 below provides an overview of the time frame within which departments indicated the 
employees’ grievances are addressed:

Table 5: Time frame for dealing with grievances

Department
11-20 
days

21-30 
days

31-40 
days

41-50 
days

51-60 
days

Longer 
than 60 

days

Correctional Services X

Home Affairs X

International Relations & Cooperation X

Justice X

Labour X

National Treasury X

Water Affairs X

Eastern Cape

Education X

Health X

Human Settlements X

Provincial Treasury X

Free State

Health X

Public Works, Roads & Transport X

Social Development X

Sports, Arts & Recreation X

Gauteng

Agriculture & Rural Development X

Education X

Health X

Roads & Transport X

42 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003.
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Department
11-20 
days

21-30 
days

31-40 
days

41-50 
days

51-60 
days

Longer 
than 60 

days

KwaZulu-Natal

Agriculture, Environmental Affairs & 
Rural Development

X

Education X

Health X

Social Development X

Limpopo

Agriculture X

Economic  Development, Environment 
& Transport

X

Health & Social Development X

Roads & Transport X

Mpumalanga

Agriculture, Rural Development & Land 
Administration 

X

Economic  Development, Environment 
& Tourism

X

Education X

Health X

Northern Cape

Economic  Development  & Tourism X

Environmental Affairs & Nature Con-
servation

X

Health X

Safety and Transport X

North West

Agriculture, Conservation, Environment 
& Rural Development

X

Health X

Local Government & Traditional Affairs X

Public Works X

Western Cape

Community Safety X

Cultural Affairs & Sport X

Health X

Social Development X

TOTAL 3 9 5 5 4 17

As can be observed from Table 5 above, 17 (40%) of the departments indicated that they take longer than 
60 days to finalise grievances, whereas only 12 (28%) of the sampled departments indicated that grievances are 
handled within 30 days from the date they are lodged by the aggrieved. The reporting by the 12 departments that 
indicated that grievances are handled within 30 days was compared with the statistics submitted by departments 
in their six monthly reports on grievance resolution for the financial year 2009/2010. Table 6 on the following 
page, indicates the number of grievances that were finalised within the prescribed timeframe in respect of the 
12 departments: 
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Table 6: Statistics in respect of grievances resolved within the prescribed time frame

Department Total number of grievances
Total number of grievances 
resolved within time frame

Home Affairs 101 52 (51%)

Labour 13 3 (23%)

Free State

Health 176 26 (15%)

Public Works & Roads & Transport* 23 12 (52%)

Sports, Arts & Recreation 3 2 (67%)

Gauteng

Agriculture & Rural Development 15 0

Education 493 87 (18%)

Limpopo

Roads & Transport 136 61 (45%)

Mpumalanga

Agriculture, Rural Development & 
Land Administration

14 5 (36%)

Education 100 25 (25%)

Health 75 13 (17%)

Northern Cape

Safety & Transport 28 3 (11%)

Western Cape

Community Safety 29 23 (83%)

Cultural Affairs & Sport 7 0

Total 1 213 312 (26%)

As can be seen from Table 6 above, only 26% of cases were finalised within the prescribed time frame by the 
12 departments that had indicated during the study that they finalise their grievances within a period of 30 days. 
This is consistent with the previous findings of the PSC that departments do not comply with the prescribed 
time frame in terms of which grievances should be resolved. However, what is disconcerting to note is that 
departments are under the impression that they do comply with the prescribed time frames. The reasons for 
the delay in finalising grievances within the prescribed time frame are the following:

• Lack of cooperation from aggrieved employees, supervisors and managers. In most cases, supervisors and 
managers do not regard grievances serious and disregard attending to grievances timeously. Managers also 
tend to be reluctant to take a decision on a matter and would shift the responsibility to the Labour Relations 
Directorate. 

• In some instances, the nature of a grievance results in departments being unable to finalise the matter. The 
Department of Health: Gauteng Province for example, reported that matters such as the implementation of 
the Occupation Specific Dispensation and job evaluation, are handled by the Gauteng Shared Service Center 
(GSSC). 

• The distribution of regional and district offices throughout the provinces, poses its own unique challenges 
to national and provincial departments. For instance the Department of Education: Mpumalanga Province 
indicated that in some remote areas, district offices do not even have basic infrastructure such as fax 
machines. This makes communication with supervisors and managers very difficult. The Department of 
International Relations and Cooperation has offices throughout the world, which poses its own unique 
problems in exchanging information from a mission or embassy to the head office in South Africa for the 
finalisation of grievances. 

• The busy schedule of the Executive Authority and his/her unavailability to attend to submissions on grievance, 
results in the Labour Relations and/or Human Resource units being unable to comply with the time frame. 
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Representatives from organised labour indicated, among others, the following as factors resulting in departments 
being unable to resolve grievances within the specified time frame:

• Representatives from organised labour (shop stewards) are not involved in the grievance procedure from 
the start. Representatives were of the opinion that their contribution to the resolution of grievances would 
assist departments in the speedy finalisation of grievances.

• Employees are reluctant to attend grievance hearings, which results in the Designated Employee being 
unable to finalise the process.

• Supervisors/managers who need to deal with grievances are not properly trained and or lack support of the 
Labour Relations Practitioners to deal with grievances.

• Labour Relations Officers lack the necessary knowledge and skills to deal with grievances effectively. 
• Managers disregard their responsibility to attend to grievances timeously. If the Department could institute 

disciplinary measures against managers that do not attend to grievances immediately, grievances would be 
resolved much quicker. 

From the above exposition, it is clear that departments face several challenges in their attempts to comply with 
the prescribed time frames. Unfortunately, this has a domino effect as aggrieved employees are frustrated by 
the inability of departments to deal with their grievances within the prescribed timeframe, and thus refer their 
grievances to either the PSC or a sectoral bargaining council. 

The PSC regards the non-compliance with the time frame of 30 days to resolve grievances as a serious matter. 
For example, the Department of Home Affairs’ track record on grievances which were referred to the PSC as 
well as the six monthly reports submitted to the PSC does not support the assertion made by officials that they 
finalise grievances within the prescribed time frame. The PSC had to invoke its powers to summons the Director-
General of the Department of Home Affairs in the 2010/2011 financial year as there were numerous cases which 
were not concluded on time and in fact, were outstanding for longer than one financial year. On the other hand, 
the ability of a department such as Community Safety (Western Cape) to comply with the prescribed time 
frame in 83% of the cases, is proof that it is possible. The PSC found from cases of this department which the 
PSC had considered, that the immediate supervisor, union representative and labour or human resource officials 
are all involved in the process of resolving grievances. The resolution of grievances is not left to be dealt with by 
the human resources and labour relations components only. 

The six monthly reports submitted by departments to the PSC since 2004 also indicated that departments take 
much longer to finalise investigation to resolve the grievances, which supports the perception by organised labour 
that there are problems with the interpretation of the grievance procedure and how to deal with the merits of 
the grievances that have been lodged. According to Nel PS et al43  “A neglected grievance, or a delayed response 
to it, is often the origin of a new grievance.” From the reports submitted to the PSC, in the past eight years, more 
than 55% of the grievances lodged with departments were only finalised in a period between three months and 
four years after the lapse of the 30 days prescribed period. Failure by departments to resolve grievances within 
the prescribed time frame remains cause for PSC’s concern as it defeats the purpose of ensuring that there is 
speedy resolution of grievances. 

3.3  ROLE PLAYERS IN THE GRIEVANCE RESOLUTION PROCESS

Apart from the aggrieved employee, who lodges a grievance, the grievance procedure includes several role 
players, of which the Designated Employee, supervisor/manager and Labour Relations Unit, play an important 
part. Depending on the grievance procedure for a department, the EA44 of a department is the final internal 
authority to deal with grievances of employees in a department whereafter the case may be referred to another 
institution if the aggrieved remains dissatisfied.

43 Nel PS et al, “Human Resources Management” Fifth Edition 2005 (pp 154).
44 Republic of South Africa. Section 35 of the Public Service Act, 1994 (as amended).
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3.3.1 Role of the Designated Employee

In terms of Rule B. 1 [c] of the Grievance Rules45, the purpose of appointing a Designated Employee is “to promote 
the speedy, impartial and equitable handling of grievances”. The Designated Employee plays a crucial role in the 
grievance resolution process. The Guidelines46 highlight the following as the tasks of the Designated Employee:

• Receives and expedites the resolution of a grievance.
• Records and reports all grievances received to the Labour Relations component/HoD immediately and 

keeps them informed of progress made.
• Actively assists in removing any obstacles for the resolution of a grievance.
• Investigates the grievance and requests the necessary Managers/Supervisors to assist with the resolution 

thereof. Drafts the necessary report/s, requests the HoD for a decision, and where necessary, informs the 
EA.

• At all times keeps the aggrieved informed, in writing, of the progress made towards finalising the grievance.
• Where necessary, informs an aggrieved of his or her rights in terms of the Grievance Rules.
• Ensures that a grievance is resolved within the time frames as contemplated in Rule F.8 of the Grievance 

Rules (30 working day period). 

The Guidelines advise that a Designated Employee submits his/her report directly to the HoD and/or the EA. 

Twenty-six (60%) of the departments which participated in this study indicated that they have Designated 
Employees who are responsible to facilitate the grievance resolution process. It should be noted that the 
Grievance Procedure Manual of the Department of Correctional Service, does not provide for a Designated 
Employee. Although the following provincial departments indicated that they have not appointed Designated 
Employees, the facilitation of a grievance is handled by the Labour Relations Directorate:

• Agriculture, Rural Development & Land Administration: Mpumalanga
• Social Development: Free State
• Roads and Transport: Gauteng
• Education: Gauteng. 

As indicated above, the Designated Employee plays a key role in the facilitation of a grievance. The PSC therefore, 
advises that HoDs ensure that Designated Employees are appointed within their department to handle grievances 
of employees. 

3.3.2 Other role players

Apart from the Designated Employee, other role players in the grievance resolution process are the following:

• Immediate supervisor
• Union representative
• Labour Relations Directorate
• Head of Section
• Head of Department
• Executive Authority.

45 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003.

46 Republic of South Africa: Public Service Commission: Guidelines on new Grievance Rules. 12 August 2004.
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Table 7 below provides an overview of other role players in the grievance resolution process:
 
Table 7: Role players in the grievance resolution process

Department

Imme-
diate 

supervi-
sor

Union 
repre-
senta-

tive

Labour 
Rela-
tions/

Human 
Resour-

ces 
Directo-

rate

Head of 
Section

HoD
Execu-

tive Au-
thority

Correctional Services X X X X

Home Affairs X X X X X

International Relations & Cooperation X X X

Justice X X X

Labour X X X X

National Treasury X X X X X X

Water Affairs X X X X X

Eastern Cape

Education X X X

Health X X X X X

Human Settlements X X

Provincial Treasury X X X X X X

Free State

Health X X X X X

Public Works, Roads & Transport X X X X

Social Development X X X X

Sports, Arts and Recreation X X X

Gauteng

Agriculture & Rural Development X X X X

Education X X X X X X

Health X X X X X X

Roads & Transport X X X

KwaZulu-Natal

Agriculture, Environmental Affairs & 
Rural Development

X X X X

Education X X

Health X X X X X

Social Development X X X X X

Limpopo

Agriculture X X X

Economic  Development, Environment 
& Transport

X

Health & Social Development X X

Roads & Transport X X X X X

Mpumalanga

Agriculture, Rural Development & Land 
Administration 

X X
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Department

Imme-
diate 

supervi-
sor

Union 
repre-
senta-

tive

Labour 
Rela-
tions/

Human 
Resour-

ces 
Directo-

rate

Head of 
Section

HoD
Execu-

tive Au-
thority

Economic  Development, Environment 
& Tourism

X

Education X X X X X

Health X X X X X X

Northern Cape

Economic Development  & Tourism X X X X

Environmental Affairs & Nature Con-
servation

X X X X

Health X X X X

Safety & Transport X X X X X

North West

Agriculture, Conservation, Environment 
& Rural Development 

X X X X X

Health X X X X X

Local Government & Traditional Affairs X X X X

Public Works X X

Western Cape

Community Safety X X X X

Cultural Affairs & Sport X X X X X

Health X X X X

Social Development X X X

 
As can be deduced from Table 7 above, 38 (88%) of the departments indicated that the immediate supervisors 
are involved in the resolution of grievances. In most cases, a dissatisfaction of an employee can be easily resolved 
by the immediate supervisor or manager, if it is brought to their attention. It is also imperative that the immediate 
supervisor or manager is brought into the grievance resolution process, as soon as a grievance is received by the 
Labour Relations or Human Resource Directorate. The Guidelines47 of the PSC also emphasise that the purpose 
of the Designated Employee is not to usurp the authority or challenge the managerial prerogative of a manager 
or supervisor. Employees should always discuss their grievances with their respective supervisors/managers. 

It is further noted from Table 7 above, that the EA does not always form part of the grievance resolution 
process. This can also be ascribed to the fact that grievances are often resolved before they reach the level of 
the EA. However, it should always be considered that the aggrieved employee, may in terms of the provisions 
of section 35(1) of the Public Service Act, 1994, (as amended) lodge his/her grievance with the EA and that the 
EA forms part of the internal grievance resolution process as provided for in Rule F.8 of the Grievance Rules, 
200348, unless he/she has delegated the authority to make a decision on a grievance to the HoD as provided 
for in section 42A of the Public Service Act, 1994 (as amended). Section 42A of the Public Service Act, 1994 (as 
amended) provides for the EA to delegate to the HoD any power confirmed upon the EA in terms of the Act. 
This includes the authority to decide on grievances of aggrieved employees. 

47 Republic of South Africa: Public Service Commission: Guidelines on new Grievance Rules. 12 August 2004.
48 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 

25209 of 2003.
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The Grievance Rules provide that a grievance may be resolved by any person within the relevant structures of 
authority in the Department. This means that not all of the role players are involved in the resolution of grievances 
in a department. However, the Designated Employee’s role remains central as s\he must keep track of ensuring 
that the role players progress well during the resolution of the grievances in order to meet the prescribed 
time frames. Furthermore, the Designated Employee has the responsibility, when appropriate time is reached, 
to inform the aggrieved employee about progress made throughout the investigation process, whereafter the 
update should also be submitted to the central point where all records of the grievances within a department 
are kept. The immediate supervisor/manager is also pivotal to the grievance process. If a supervisor/manager 
negates their responsibility in resolving a grievance, it will undoubtedly contribute to the failure of departments 
to resolve grievances on time. 

3.4  PROCEDURE FOLLOWED IN RESOLVING GRIEVANCES

The Grievance Rules, 2003 determine that the departments should ensure that a grievance is dealt with in a 
speedy, fair, impartial and unbiased manner and that the principles of natural justice are observed. A step-by-step 
procedure that should be followed by departments is not provided. This leaves room for departments to decide 
on a procedure to be followed in the grievance resolution process. In order to establish what procedures are 
used by departments, the sample departments were requested to indicate the following:

• If the department’s internal procedure provides for a grievance committee, what role does such committee 
play?

• If a grievance hearing or meeting takes place, what is the procedure that is followed in the consideration of 
a grievance?

• If an investigation is conducted, what is the process that is followed by the department to investigate such a 
grievance? 

Table 8 below, provides an overview of the different procedures followed by the departments:

Table 8: Procedure followed in the grievance resolution process

Department Grievance Committee
Grievance Hearing/

meeting
Investigation

Correctional Services X

Home Affairs X X

International Relations & 
Cooperation

X

Justice X X

National Treasury X X

Labour X X

Water Affairs X

Eastern Cape

Education X

Health X X

Human Settlements X

Provincial Treasury X X

Free State

Health X X

Public Works, Roads & 
Transport 

X X

Social Development X X
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Department Grievance Committee
Grievance Hearing/

meeting
Investigation

Sports, Arts and Recreation X X

Gauteng

Agriculture & Rural Devel-
opment

X

Education X X X

Health X X

Roads & Transport X X

KwaZulu-Natal

Agriculture, Environmental 
Affairs & Rural Development

X

Education X

Health X

Social Development X

Limpopo

Agriculture X X

Economic  Development, 
Environment & Transport

X

Health & Social Develop-
ment

X

Roads & Transport X

Mpumalanga

Agriculture, Rural Develop-
ment & Land Administration 

X X

Economic  Development, 
Environment & Tourism

X X

Education X X

Health X X

Northern Cape

Economic Development  & 
Tourism

X

Environmental Affairs & 
Nature Conservation

X

Health X X

Safety & Transport X

North West

Agriculture, Conservation, 
Environment & Rural Devel-
opment Agriculture

X

Health X

Local Government & Tradi-
tional Affairs

X

Public Works X X

Western Cape

Community Safety X

Cultural Affairs & Sport X

Health X

Social Development X
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The Departments of Home Affairs, Provincial Treasury: Eastern Cape, Education: Gauteng and Health: Western 
Cape, indicated that they each have a Grievance Committee that considers grievances. The process followed by 
the departments, is as follows:

• In respect of the Department of Home Affairs, the Grievance Committee intervenes with the aim of 
producing an agreement between the aggrieved and the other party instead of the investigation of a grievance 
by one official. 

• In the Provincial Treasury: Eastern Cape, a Grievance Committee has been appointed to hear grievances and 
make recommendations on the resolution of such grievances, to the Head of Department.

• According to the Department of Education: Gauteng, the appointment of a Grievance Committee to consider 
a grievance, depends on the nature of a grievance. For instance if the grievance relates to interpretation of 
prescripts and there are more than one similar grievances, then a Grievance Committee would be appointed. 
Recommendations are made by the Grievance Committee, to the Director: Labour Relations. 

Thirty-nine (91%) of the sampled departments indicated that an investigation is conducted whereby interviews are 
held with the aggrieved employee, the supervisor/manager and other parties. National Treasury and Department 
of Sports, Arts and Recreation: Free State appoints external investigating officers to conduct investigations in 
respect of grievances. The investigating officer is responsible for drafting an investigation report with findings and 
recommendations, which is submitted to the Labour Relations Unit. They are in turn responsible for submitting 
the report to the HoD/EA for a decision. The aggrieved employee is provided with the investigating officer’s 
report, with the decision of the HoD/EA. 

In addition to conducting an investigation, 18 (42%) departments indicated that they conduct a grievance hearing 
or meeting. Departments generally indicated that a grievance hearing or meeting will be facilitated by the 
Designated Employee or Labour Relations Officer responsible for the resolution of the grievance. The objective 
of a grievance hearing or meeting is to provide the aggrieved and the involved supervisor with an opportunity to 
present their side of the case and to hear evidence from witnesses. The Department of Justice and Constitutional 
Development indicated that a grievance hearing or meeting is mostly held in respect of collective grievances 
relating to the same matter. Most of the departments indicated that conducting a grievance hearing or meeting, 
precedes an investigation. If the matter remains unresolved after a grievance hearing/meeting has been held, an 
investigation will be conducted. 

Only 4 (9%) of the departments indicated that they do not conduct an investigation but only conduct grievance 
hearings or meetings. The Departments of Education: Eastern Cape and Community Safety: Western Cape 
indicated that they attempt to resolve grievances at the lowest level and in most cases grievances would be 
resolved during the grievance hearing/meeting that is held. The Departments of Economic Development and 
Tourism and Environmental Affairs and Nature Conservation: Northern Cape, indicated that they have only had 
a few grievances, which were resolved during grievance hearings/meetings held. 

As indicated above, 4 (9%) of the departments indicated that they have Grievance Committees that consider 
grievances. Bearing in mind that the Grievance Rules do not provide for the resolution of grievances in a collective 
manner, nor do they make any reference to the establishment of Grievance Committees, it can be argued that 
the 4 sampled departments which have established committees to deal with grievances in a collective manner, 
have in fact acted outside the Grievance Rules. Of concern to the PSC is also the fact that in the Western Cape, 
the majority of grievances which the PSC had considered after referral by the Executive Authority, related to the 
application of the Public Service Coordinating Bargaining Council’s (PSCBC) 2007 resolution on the Occupation 
Specific Dispensation. Due to the large number of these cases and to ensure that the outcome was a result of 
uniform and considered interpretation, a Grievance Committee was established. The Grievance Committee 
enabled the Department to deal with a large number of cases speedily in one seating in most instances. In these 
cases, the PSC found that the committee only assessed the documents presented by the aggrieved through the 
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department. The aggrieved was not involved in the process and had no opportunity to submit his or her case 
on an individual basis. 

Although the Grievance Rules are not prescriptive in respect of the process that should be followed in the 
resolution of a grievance, conducting an investigation into the merits of a grievance is beneficial in that provides the 
Designated Employee with an opportunity to gather evidence and determine a sequence of events. Conducting 
an interview with both the aggrieved employee and supervisor or other interested parties, is in line with the audi 
alteram partem rule, and provides all parties to submit their side of the story. It also provides for a paper trail in 
that an investigating report is drafted upon completion of the investigation. It is therefore, encouraging that 91% 
of the departments follow this route in considering grievances. 

The benefit of a grievance hearing is that it provides all parties with an opportunity to be heard and present 
their side of the story. It may also encourage departments in resolving grievances within a short space of time, 
if the outcome of the grievance hearing results in the resolution of a grievance. However, if the conducting of 
a grievance hearing or meeting forms part of the investigation process, it may result in the department being 
unable to finalise the matter within the prescribed time frame. Considering the fact that departments do not 
comply with the prescribed time frame to resolve grievances, it is evident that the processes overextend the 
period within which grievances should be resolved by far. Although the combination process on the face of it 
might seem to be useful in that grievances might be resolved by the Grievance Committee, it is simultaneously 
prejudicial to the aggrieved due to the lengthy period it potentially might take.

The Grievance Rules provide for the resolution of individual grievances. However, collective grievances do arise, 
as is apparent from the grievances of employees in the health sector on the implementation of the Occupation 
Specific Dispensation. In such cases, the constitution of a Grievance Committee to investigate collective grievances 
may assist in the speedy resolution of the grievances. However, in order to comply with fair and sound labour 
practices, the procedure should provide for the aggrieved employee to be heard and present his/her side of the 
story. It is therefore, preferable that a grievance hearing or meeting is conducted during which all parties have 
the opportunity to put their case forward to the Grievance Committee. 

3.5  SYSTEMS IN PLACE TO SUPPORT THE MANAGEMENT OF GRIEVANCES

One of the challenges faced by departments, is the tracking of progress made in the handling of grievances. An 
effective tracking system should assist departments in ensuring that grievances are dealt within the prescribed 
time frame. In this regard, the PSC found in its annual research on grievance trends in the Public Service49 that on 
average, 50% of grievances remain pending for periods beyond the prescribed time frame. This is an indication 
that departments do not have an effective system in place to support the management of grievances. 

3.5.1 Availability of systems to track progress made in the resolution of grievances

Departments were requested to indicate whether they have a system in place to track grievances lodged and 
the progress made in the resolution of the grievances. Table 9 below provides an overview of the systems in 
place to track progress of grievances: 

Table 9: Tracking systems

Department
System in place

Type of system in place
Yes No

Correctional Services X Manual system

Home Affairs X Database 

International Relations & 
Cooperation

X Project plan

49 Republic of South Africa: Public Service Commission: Report on Grievance Trends in the Public Service for the periods 1 April 2006 to 31 March 2007 and 1 April 
2007 to 31 March 2008.
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Department
System in place

Type of system in place
Yes No

Justice X Database

Labour X Monthly statistics

National Treasury X Dashboard 

Water Affairs X Electronic database

Eastern Cape

Education X Monthly reports

Health X PERSAL and monthly reports

Human Settlements X Letters of reminder

Provincial Treasury X Database

Free State

Health X System still in draft

Public Works, Roads & 
Transport 

X Grievance register

Social Development X Monthly reports

Sports, Arts and Recreation X Grievance register

Gauteng

Agriculture & Rural Devel-
opment

X Spreadsheet based on 6 monthly 
report submitted to the PSC

Education X Spreadsheet 

Health X Manual system

Roads & Transport X Database

KwaZulu-Natal

Agriculture, Environmental 
Affairs & Rural Development

X Database

Education X Database

Health X Database

Social Development X Manual system

Limpopo

Agriculture X Reports

Economic  Development, 
Environment & Transport

X Register

Health & Social Develop-
ment

X Monthly reports

Roads & Transport X Manual system

Mpumalanga

Agriculture, Rural Develop-
ment & Land Administration 

X Monthly reports

Economic  Development, 
Environment & Tourism

X Too few cases lodged

Education X Database 

Health X System still in draft

Northern Cape

Economic Development  & 
Tourism

X Database

Environmental Affairs & 
Nature Conservation

X Too few cases lodged
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Department
System in place

Type of system in place
Yes No

Health X No capacity

Safety & Transport X Database

North West

Agriculture, Conservation, 
Environment & Rural Devel-
opment

X Database

Health X Database

Local Government & Tradi-
tional Affairs

X Database

Public Works X Database

Western Cape

Community Safety X PERSAL

Cultural Affairs & Sport X PERSAL

Health X PERSAL

Social Development X PERSAL

As can be seen from Table 9 above, 5 (12% of all 43 sampled departments) of the departments do not have a 
system in place to track the resolution of grievances. The following departments indicated that they were in the 
process of developing a tracking system: 
 
• Health: Free State
• Health: Mpumalanga. 

Although the Department of Agriculture, Conservation, Environment and Rural Development: North West 
indicated that they do not have a system in place, they indicated that they rely on management reports which 
are completed using a general database. 

The Department of Environmental Affairs and Nature Conservation: Northern Cape indicated that they do not 
have a tracking system since they have too few cases. The Department did not receive any grievances for the 
2009/2010 FY and only received one grievance for the 2008/2009 FY. 

The Department of Economic Development, Environment and Tourism: Mpumalanga also indicated that they 
not have a tracking system in place since they only have a few grievances. The Department received 7 grievances 
for the 2009/2010 FY and 9 for the 2008/09 FY. However, they draft monthly reports which include information 
on the resolution of grievances. 

The Department of Health: Northern Cape on the other hand, indicated that they do not have a tracking system 
in place due to the fact that they do not have the capacity to put one in place. 

Ideally, a tracking system should alert a department on progress made relating to the resolution of grievances and 
compliance with the timeframe. Departments should be able to use their tracking system as a tool to ensure that 
a grievance is resolved within the prescribed timeframe. An analysis of the tracking systems that departments 
have in place, indicated that 15 (40%) of the 38 departments, rely on a database. Information captured on the 
database typically reflects generic information such as personal details of the aggrieved employee, the nature 
of the grievance, the status of the case, the date finalised and action/progress. While a database is useful, the 
risk is that it may not always alert one to attend to urgent cases unless the system has an inbuilt early warning 
mechanism. National Treasury has developed an electronic system (Dashboard) which alerts the Labour Relations 
Directorate of outstanding cases. Once information in respect of a grievance has been captured, it sends out an 
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automatic reminder that the status should be updated. 

Four (11%) departments use a manual system which consists of a progress sheet placed on the file of the 
aggrieved, which is updated manually. The challenge with such a system is that it may not necessarily provide the 
department with an overview of the progress made in respect of the resolution of all grievances since it only 
provides information in respect of a single matter. Furthermore, if departments need to draft reports on the 
resolution of grievances, they have to manually check each file to establish the progress made in respect of each 
case. The reliability of the contents of such a system depends on the official responsible to updating the files and 
this may be subject to irregularity of data. 

All the Western Cape departments as well as the Department of Health in the Eastern Cape Province indicated 
that they use PERSAL as a tracking system. The drawback with PERSAL is that it only provides for the capturing 
of information provided in the Grievance Form per individual case. Similar to the manual system, it does not 
provide the department with an overview of the progress made in the resolution of all grievances. 

Ideally, all cases should be captured on an electronic system which provides an overview in respect of the 
progress made in respect of the resolution of all grievances. Such a system should also assist departments in 
providing statistics in respect of the resolution of grievances, as required by the PSC on a six monthly basis. 
However, in order for an electronic system to be a reliable instrument in tracking grievances, captured data 
should be constantly verified through audits. 

3.5.2 Time frame for tracking the resolution of grievances

As indicated in Table 9 on the previous page, five departments do not have a tracking system in place. The 
38 departments that had tracking systems in place, were requested to indicate when they start tracking the 
resolution of grievances. Figure 3 below provides an exposition of the timeframe for tracking the resolution 
of grievances:

Figure 3: Time frame for tracking the resolution of grievances

In terms of the time frame provided for in the Grievance Rules, 200350, departments are required to finalise the 
investigation into the merits of a grievance, within 30 working days. The Grievance Procedure Manual for the 
Department of Correctional Services provides for a 30 day period and the Grievance Procedure for Educators 
provides for an 18 day period in which grievances have to be dealt with. Of the 38 departments that have a 
tracking system in place, 15 (40%) indicated that they track the resolution of grievances on a monthly basis. 
The Department of Correctional Services indicated that the monitoring of grievances is also dependent on the 
information provided by its correctional centres and regional offices, which makes it difficult to comply with the 
time frame for tracking. If grievances are only tracked on a monthly basis, departments may find it difficult to 
ensure that the time frame for dealing with grievances are complied with. 

Thirteen (34%) of the departments indicated that they track grievances on a weekly basis. The Departments 
of International Relations and Cooperation, Justice and Constitutional Development and National Treasury 

50 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003.
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indicated that apart from tracking the grievances on a weekly basis, the cases are also tracked at each level of 
authority. Seven (18%) of the departments indicated that grievances were followed up on a daily basis. However, 
the observation made by the PSC during its regular interaction with the Department of Justice and Constitutional 
Development on grievances referred to the PSC, is that longer periods than one week lapse before updates 
can be provided on grievances under investigation. This suggests that the time frames indicated by the sampled 
departments are not always adhered to.

3.5.3 Effectiveness of the different systems in place

Departments were also requested to rate the effectiveness of their tracking systems. Figure 4 below, provides 
an overview of the rating given by the 38 departments that have a system in place: 

Figure 4: Rating of tracking systems in place

As can be seen from Figure 4 above, 4 (11%) of the departments rated their system as excellent. The 
Department of Correctional Services rated their system as excellent, even though they highlighted the challenges 
of receiving information on time. 

All four departments in the Western Cape Province that formed part of the sample indicated that they use 
PERSAL as a tracking system. Although the four departments use the same system, the rating given by the 
departments, ranged from excellent to poor. The Department of Cultural Affairs and Sport rated the system as 
excellent, whereas the Department of Social Development rated the system as poor. The reason provided by 
the latter Department was that the system was not updated regularly. This underscores the point that ultimately 
it is not necessarily the system itself that makes a difference, but rather the extent to which it is kept up to date 
and utilised. 

Departments that rated the systems they use as excellent or good indicated the following as reasons for their 
rating: 

• It provided a quick overview of the progress made on the finalisation of a grievance. 
• It enabled the Designated Employee or Labour Relations Directorate to identify challenges such as bottlenecks 

in the process. 
• People responsible for dealing with the resolution of grievances, are held accountable for delays in the 

process.
• It also assisted in the provision of updates to an aggrieved employee on the progress made in the investigation 

of his/her grievance. 

Representatives from organised labour were also requested to rate the effectiveness of the tracking systems 
used by departments, and to provide reasons for their rating. Generally, the tracking systems were rated as poor, 
even in departments such as the Department of Correctional Services, which had rated their own system as 
excellent. The following reasons for their rating were provided:
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• The high number of grievances that are referred to the Public Service Co-ordinating Bargaining Council 
(PSCBC) or General Public Service Sectoral Bargaining Council (GPSSBC) as disputes on the interpretation 
and/or application of a collective agreement, is an indication that departments are not complying with the 
time frame to deal with grievances. This means that their tracking systems are not effective as they are 
unable to deal with grievances on time.

• The Designated Employees or Labour Relations Directorates do not follow-up on grievances that are lodged 
with the supervisors/managers. This implies that information relating to grievances that are lodged with 
supervisors/managers is not updated on the system. 

• Labour Relations Officers/Human Resource Officers are not trained to handle grievances and the system 
established for the management of the grievances. This lack of training and knowledge of the system affects 
the accurate reflection of the progress made in the resolution of grievances in that the information provided 
by these Officers does not show the correct update on progress made in the investigation.

 
From the above comments, it appears that the criticism is not against the systems used by the departments, 
but the management of grievances in general. Representatives generally expressed their dissatisfaction with 
departments’ failure to comply with the grievance procedure and ensure that grievances are dealt with timeously. 
The criticism by organised labour should be taken seriously and departments should take drastic steps to 
ensure that employees that are tasked with dealing with grievances comply with the provisions of the grievance 
procedure. 

3.5.4 Communication with aggrieved employees

The Grievance Rules, 200351 emphasise the importance of communication with aggrieved employees on the 
progress and outcome made in respect of the investigation of their grievances. Rule E.3 determines that – 

“The employee must be provided with information about the status of the grievance and the progress made towards 
the planned finalisation date.” 

As can be seen from Figure 5 below, all departments indicated that written communication is provided to 
aggrieved employees. 29 (67%) departments indicated that feedback is also provided verbally to aggrieved 
employees and 17 (40%) departments indicated that feedback is provided through e-mails. 

Figure 5: Communication to aggrieved employees

According to the Department of Local Government and Traditional Affairs: North West Province, they have 
developed a more personal approach in communication with aggrieved employees. Grievances are acknowledged 
in writing providing the following information:

• Date of the grievance.
• An indication that the Sub-Directorate: Labour Relations will liaise with the relevant structures of authority 

within the department in an attempt to resolve the grievance. 

51 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003.
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• Commitment to comply with the 30 day time frame in terms of which the grievance should be resolved.
• Commitment to provide the aggrieved with feedback on the status/progress made towards the planned 

finalisation date of the grievances.
• Confirmation that the aggrieved employee will be provided with a copy of the Grievance Form after each 

applicable level of authority in the process of grievance resolution has signed the form.  
• Assurance that the aggrieved will not be victimised or prejudiced for having lodged a grievance. 

The PSC was provided with evidence in respect of commitment that all these steps are followed in practice by 
the department. 
 
3.5.5 Frequency of feedback provided to aggrieved employees

Rule F.11 of the Grievance Rules, 200352 provides for an aggrieved employee to refer his/her grievance to the 
PSC, if the department fails to attend to the matter within the prescribed timeframe of 30 working days. Thus, 
the PSC must investigate all the grievances lodged by employees directly to it in terms of Rule F.11 and must 
consider those grievances that are referred to it by the Executive Authority in terms of the Rule F. 9 after the 
respective internal grievance procedures have been exhausted. In its previous reporting on grievance trends in 
the Public Service53, the PSC found that aggrieved employees were inclined to refer their grievances to the PSC 
before the internal grievance procedure was exhausted because they were not kept informed of the progress in 
respect of the investigation into the merits of their grievances. 

Table 10 below provides an overview of feedback provided to aggrieved employees. 

Table 10: Frequency in communication to aggrieved employees

Department
Upon re-
ceipt of 

grievance

During the 
investigation

At each level 
of authority

Upon finali-
sation

Other

Correctional Services X X

Home Affairs X X

International Relations & 
Cooperation

X X

Justice X X X

Labour X X

National Treasury X X X X If there are 
delays

Water Affairs X

Eastern Cape

Education X X X

Health X X X

Human Settlements X X X

Provincial Treasury X

Free State

Health X X X X

Public Works, Roads & 
Transport 

X X

Social Development X X

52 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 
of 2003.

53 Republic of South Africa: Public Service Commission: Report on Grievance Trends in the Public Service for the periods 1 April 2006 to 31 March 2007 and 1 April 
2007 to 31 March 2008.
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Department
Upon re-
ceipt of 

grievance

During the 
investigation

At each level 
of authority

Upon finali-
sation

Other

Sports, Arts and Recreation X

Gauteng

Agriculture & Rural Devel-
opment

X X X

Education X X

Health X X

Roads & Transport X X

KwaZulu-Natal

Agriculture, Environmental 
Affairs & Rural Develop-
ment

X X X

Education X

Health X X X

Social Development X X X

Limpopo

Agriculture X X X

Economic  Development, 
Environment & Transport

X X X

Health & Social Develop-
ment

X X X X

Roads & Transport X X X

Mpumalanga

Agriculture, Rural Develop-
ment & Land Administra-
tion 

X X X

Economic  Development, 
Environment & Tourism

X

Education X X X

Health X X

Northern Cape

Economic Development  & 
Tourism

X X X X

Environmental Affairs & 
Nature Conservation

X X X X

Health X X X

Safety & Transport X X

North West

Agriculture, Conservation, 
Environment & Rural 
Development 

X X

Health X X

Local Government & Tradi-
tional affairs

X X

Public Works X X

Western Cape

Community Safety X X

Cultural Affairs & Sport X X X
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Department
Upon re-
ceipt of 

grievance

During the 
investigation

At each level 
of authority

Upon finali-
sation

Other

Health X X

Social Development X X

 
As can be seen from Table 10 above, feedback is given to aggrieved employees at several stages of the 
investigation of their grievances. However, only the following 4 departments indicated that feedback is given to 
aggrieved employees on a continuous basis:

• National Treasury
• Health: Free State
• Economic Development and Tourism: Northern Cape
• Environmental Affairs and Nature Conservation.

The importance of continuous communication with aggrieved employees cannot be overemphasised. However, 
as Bendix54 argues, it is not the existence of communication, but its effectiveness which is of importance in the 
labour relationship. Feedback is vital in the communication process. 

Lack of communication can lead to misconceptions and misunderstandings between individuals. Feedback from 
interviews held with representatives of organised labour indicates that communication to aggrieved employees 
is lacking and that departments should improve on their communication strategies. 

3.6  OVERALL MANAGEMENT OF GRIEVANCE RESOLUTION WITHIN    
  DEPARTMENTS

The PSC has in its previous reports on grievance resolution in the Public Service55 identified trends regarding 
the causes of grievances. The PSC has found that most of the grievances emanated from dissatisfactions around 
performance assessment, salary matters and recruitment and selection. These trends are discussed further below 
together with the mechanisms which the sampled departments said they had put in place to address them.

3.6.1 Causes of grievances and mechanisms to deal with them

The causes of grievances cover a wide variety of dissatisfactions, which for statistical purposes, have been classified 
in six categories. Figure 6 on the following page, provides an overview of the number of grievances categorised 
in the six categories, as reported by the sample departments in their reporting for the 2009/2010 FY. 

Figure 6 on the following page, illustrates that dissatisfaction around salary related problems (1 839) was 
the main cause of grievances for the 2009/2010 FY, followed by performance management (1 013) and unfair 
treatment (930) in that order. It should be noted that the Department of Correctional Services reported 
the highest number of grievances (1 326) for the 2009/10 FY. As the Department employs 10%56 of the total 
employees at national level, it is possible that the high number of grievances is merely as a result of their relatively 
large staff establishment. 

54 Bendix S: Industrial Relations in South Africa, 5th Edition 2010.
55 Republic of South Africa: Public Service Commission: Report on Grievance Trends in the Public Service for the periods 1 April 2006 to 31 March 2007 and 1 April 

2007 to 31 March 2008.
56 Head count as at 31 March 2010 as provided by the Department of Public Service and Administration.
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Figure 6: Causes of grievances 

The following reasons for the most frequently reported dissatisfactions of employees were provided by 
departments:

• Employees are not informed of the policies/procedures regulating human resources practices such as job 
evaluation and the implementation of the OSD. They therefore, do not understand the processes. 

• The PMDS is regarded by employees as a subjective system. Differences arise between supervisors and 
employees as employees believe they are entitled to the payment of performance bonuses and do not see 
the process as a means to reward exceptional performance. Supervisors are reluctant to provide employees 
with feedback after moderation, especially if the outcome is negative. 

• Lack of communication results in misunderstanding amongst employees. For example, employees are not 
always given proper feedback on their application for temporary incapacity leave, or deductions from their 
salaries. This results in employees lodging grievances. 

• Personality clashes between employees and their respective supervisors/managers which result in grievances 
relating to unfair treatment. 

• Applicants for advertised posts have an expectation to be appointed once they have applied for a post. This 
is especially the case where internal applicants apply for an advertised post. 

Of concern is the high number of pending cases. As can be seen from Figure 6 above, only about 50% of the 
grievances were resolved, which means that 50% of the grievances remained pending. This further points to the 
unsatisfactory rate at which grievances are being resolved in the Public Service.

The sample departments were requested to indicate whether they have mechanisms in place to deal with 
specific types of dissatisfactions. Table 11 on the following page provides an overview of mechanisms in place. 
It should be noted that only those departments which said they had specific mechanism in place are reflected 
in the table. 
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Table 11: Mechanisms in place to deal with specific types of dissatisfactions
National/Provincial Department Mechanism to deal with specific types of dissatis-

faction

National Correctional Services The Departmental Policy on the PMDS provides for employees to 
submit written representations to the Chairperson of the Moder-
ating Committee. Only after feedback is received from the Chair-
person, can the employee lodge a grievance. 

National Treasury A template was developed that should be completed by the su-
pervisor and employee to indicate if feedback on the outcome of 
performance assessment has been provided/received.

Home Affairs The Department has set up different committees to deal with 
dissatisfactions emanating from job evaluations and performance 
assessment.

International Relations & 
Cooperation

The Department has a hotline through which employees forward 
their dissatisfactions directly to the Director-General.

Labour The Department has set up different committees to deal with 
dissatisfactions emanating from job evaluations and performance 
assessment.

Water Affairs The Department’s policy on Job Evaluation, provides for an em-
ployee who is dissatisfied about the evaluation of his/her post, to 
request a review of the evaluation. 

Eastern Cape Health A task team (including representatives from organised labour) 
deals with dissatisfactions relating to OSD and job evaluation. The 
task team is also responsible to ensure that performance assess-
ment complies with policies and procedures.

Free State Health 
Public Works
Social Development 
Sports, Arts and Recrea-
tion

The Free State Provincial Government has developed a policy 
framework for performance management (PMDS) for levels 1 – 
12, which provides for a dispute resolution body. The dispute reso-
lution body is responsible for addressing disagreements between 
jobholders and their supervisors on ratings of scores.

Gauteng Health A committee was established to deal with grievances relating to 
OSD. A sub-directorate has been created to deal specifically with 
the implementation of the OSD and provide advice to the com-
mittee on OSD related issues. 

KwaZulu-Natal Health The Department’s policy on PMDS provides for a committee 
which considers appeals by employees against their performance 
assessment.

Social Development The Department has established committees at regional and head 
office level which consider appeals in respect of the PMDS.

The Department also has a job evaluation committee which con-
siders job evaluation appeals.

Limpopo Health and Social Devel-
opment

The Department established a task team that is responsible to in-
struct training committees, especially in the nursing field. Aggrieved 
employees should first raise their grievances with the training 
committees before lodging a formal grievance.

Northern Cape Economic Development & 
Tourism
Environmental Affairs & 
Nature Conservation
Health
Safety & Transport

The Northern Cape Provincial Government developed a PMDS 
policy (approved in June 2006) which determines that each de-
partment should establish an assessment appeal panel to consider 
written representations from employees in the event of a disa-
greement and after submission to the HOD. 
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National/Provincial Department Mechanism to deal with specific types of dissatis-
faction

North West Agriculture, Conservation, 
Environment & Rural De-
velopment

Grievances relating to PMDS are adjudicated by the Moderating 
Committee. If the aggrieved remains dissatisfied, the grievance is 
escalated to the EA for a decision. 

Health Dissatisfactions relating to the implementation of the OSD, are 
dealt with by a panel.

Local Government and 
Traditional Affairs

Grievances relating to PMDS are adjudicated by the Moderating 
Committee. If the aggrieved remains dissatisfied, the grievance is 
escalated to the EA for a decision. 

Public Works Grievances relating to PMDS are adjudicated by the Moderating 
Committee. If the aggrieved remains dissatisfied, the grievance is 
escalated to the EA for a decision.

Western Cape Health The Department establishes a Grievance Committee on an ad 
hoc basis, to consider grievances relating to the implementation 
of the OSD.

It is encouraging that 24 of the departments appeared to have realised the need for a mechanism to consider 
dissatisfactions relating to performance assessment specifically. Fifteen of the departments have incorporated an 
appeal mechanism in their PMDS policy to address dissatisfactions arising from performance assessment. 

As can been seen from Table 11 above, the Departments of Health in the Gauteng, North West and Western 
Cape Provinces, have set up committees to deal with dissatisfactions relating to the implementation of the OSD. 
Since the implementation of the OSD appears to have affected the health sector the most, the establishment of 
a Grievance Committee or panel to consider dissatisfactions relating to OSD related matters is a step in the right 
direction. Unfortunately, the impact of these mechanisms could not be established during the study. 

3.6.2 Consistency in the management of grievances

The principle of consistency is central to labour law within the South African context, although it is mostly 
considered in disciplinary cases. According to le Roux & Mischke57 “The notion of consistency (or, in its contemporary 
guise, parity) is related to expectations of reasonableness. When it comes to law, reasonableness entails concepts of 
generality and equality – these are in turn linked to the principle of legal certainty. Law, as Hahlo and Kahn put it, should 
consist of general rules which apply equally to all persons of the same class or condition.” 

The synopsis of the above mentioned is that, in managing grievances for a particular category of employees, 
there must be a valid uniform procedure which will, without any prejudice be of application to all such employees 
irrespective of their level or any other form of classification. Furthermore, the manner in which grievances of 
the same nature are handled within a department should also not be at variance but must be comparable with 
one another. Otherwise that may lead to allegations by the dissatisfied employees that, there is inconsistency 
in the manner in which grievances are handled within a department leading to unfair discrimination. All the 
departments indicated that cases which are similar are used as precedents in the consideration of grievances 
under consideration at a later stage. The principle of consistency is especially applied in cases that all relate to the 
same issue, such as confirmation of probation. Decided cases, specifically arbitration cases that the departments 
were involved in, are taken into consideration in the investigation of grievances. However, departments also 
clearly emphasised that each case is considered on its own merits in order to comply with the principles of 
fairness. 

57 PAK le Roux & Carl Mischke: Contemporary Labour Law Journal, Vol 15, No 5 December 2005.
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3.6.3 Challenges faced by departments in dealing with grievances

From the study, it was evident that departments, especially the Labour Relations/Human Resources units face a 
myriad of challenges in dealing with grievances. Challenges raised were the following:

• Budgetary constraints have a significant impact on the ability of the units since they are unable to conduct 
proper training or workshops on the management of grievances, or investigate grievances at grass roots 
level.

• Lack of capacity, especially by departments that do not have a dedicated labour relations unit as this means 
that human resource practitioners have the added burden of attending to labour related matters.

• Managers and/or supervisors are either not interested or trained in the management of grievances. This 
results in grievances being delayed unnecessarily. Some departments still experience a type of culture where 
managers regard grievances as an act of challenging their management style. This results in an environment 
of distrust where employees are afraid to lodge grievances. 

• Non-compliance with the grievance procedure by aggrieved employees. Some employees do not follow 
protocol to lodge a grievance with the Designated Employee or supervisor, but lodge it with the Executive 
Authority directly. 

• Unavailability of the Executive Authority due to other commitments results in grievances not being attended 
to for extended periods. 

• The prescribed time frame of 30 working days is too short to resolve grievances, especially in departments 
with regional offices in remote areas. 

The following proposals were made by representatives for organised labour to assist departments in overcoming 
their challenges:

• Managers should include representatives from organised labour more actively in the grievances resolution 
process. Representatives should not only become involved when employees lodge grievances with the 
employer, but should be included by managers in every aspect in the employment relationship. 

• Channels of communication should be established between organised labour and management, including the 
HoD.

• The PMDS framework should be reviewed to ensure objectivity is maintained. It should also be linked to the 
department’s retention strategy.

• Training on the grievance procedure and human resource policies, should be provided on a regular basis to 
every staff member, including the HoD.

• Compliance with the grievance procedure should form part of the Work Plan or performance agreement 
of supervisors/managers. They should be assessed on their ability to adhere to the time frames stipulated in 
the grievance procedure. 

• Designated employees should only deal with grievances and not be involved in other labour related matters 
such as disciplinary cases. Their involvement in disciplinary matters creates the impression that they are 
biased. 

From the inputs received from organised labour, it appears that a closer relationship between Labour Relations/
Human Resource Officers could assist departments in resolving grievances of employees in a shorter period of 
time. Departments should cultivate the relationship with organised labour to their own benefit. HoDs should 
take note of the challenges identified by their employees and are encouraged to become actively involved in the 
handling of grievances. It is recommended that challenges such as budgetary constraints relating to the training of 
Labour Relations/Human Resource Officers, should be taken into consideration and be given urgent attention.
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3.7  CONCLUSION

This chapter looked at the management of grievances within the sample departments with a view to identify 
best practices. From the responses of labour relations and human resource officers, as well as representatives 
from organised labour, the constraints experienced by departments to manage grievances timeously, are mostly 
related to the application of the grievance procedures and commitment by all stakeholders. 
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4.1  INTRODUCTION

In Chapter two, good practice in the management of grievances, is defined as a process to ensure that grievances 
of employees are handled in an effective and efficient manner to ensure that the matter is resolved amicably. It 
is for this reason that it is imperative that an organisation should have a grievance procedure in place, which will 
not only provide steps in the handling of a grievance, but also address the whole idea about what a grievance 
means, and how grievances should be managed. 

From the evaluation of the management of grievances within the sample departments, several good practices 
have been identified. This chapter aims to provide guidelines on good practices and recommendations in the 
management of grievances. It should be noted that it is not the intention to replace the Grievance Rules, 2003 or 
any of the grievance procedures in place within the service departments. Departments should also refer to the 
PSC’s Guidelines58  when drafting their own internal grievance policy or procedures. 

4.2  INTERNAL GRIEVANCE POLICY 

Every department has its own channel of command and workflow that suits its unique operation needs. It 
is therefore, crucial that each department has an internal grievance policy or procedure in place which will 
prescribe the procedure that should be followed from the first step to the final step in considering a grievance. 
It is preferable that the procedure is specific to the department and is implemented by all employees as their 
own procedure. 

From the 10 sampled departments that have their own internal grievance procedure in place, it is evident that it 
is the intention that a step-by-step process is provided in terms of which grievances should be considered. Before 
lodging a grievance, aggrieved employees and managers are encouraged to resolve the matter through informal 
discussion. Special emphasis is placed on compliance with the time frames provided for in the Grievance Rules, 
200359 as well as communication to the aggrieved employee on the progress of the finalisation of the grievance. 

In respect of the procedure followed in grievance resolution, it is evident that a grievance hearing or meeting is 
a crucial element in the grievance process. The benefit of a grievance hearing or meeting is that it complies with 
the audi alteram partem principle and in many instances results in the resolution of the matter. 

Based on the inputs provided by departments, it is recommended that an internal grievance policy be based on 
the following example:

Introduction to the policy 

This policy is intended to assist aggrieved employees, their supervisors and managers to resolve grievances of employees 
within the prescribed time frame as provided for in the Grievance Rules, 2003/Grievance procedure applicable in the de-
partment.

Principles of the policy 

The policy is intended to ensure that grievances of employees, relating to any official act or omission by the employer, are 
resolved at the lowest possible level as quickly as possible. All parties should ensure that grievances are attended to within 
the prescribed time frame.

58 Republic of South Africa: Public Service Commission. Guidelines on New Grievance Rules. 12 August 2004.
59 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 

of 2003.
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Employees may not be victimised or prejudiced directly or indirectly for having lodged a grievance. Supervisors/managers 
should ensure that the principles of natural justice are complied with at all time. For instance the aggrieved should be af-
forded an opportunity to be heard and that reasons for the decisions taken provided all the time to those affected by the 
decision. 

The aggrieved employee is entitled to receive regular feedback on the progress made towards the finalisation of the griev-
ance. A grievance is resolved once the aggrieved employee has signed the Grievance Form, indicating that he/she is satisfied 
with the outcome of the grievance.

Lodging a grievance

Employees are required to lodge a grievance which relates to an official act or omission by the employer which adversely 
affects the employment relationship, with the Designated Employee. The Designated Employee has been appointed by the 
HoD to facilitate the resolution of grievances within the department. 

An appeal relating to an unfair dismissal cannot be lodged as a grievance. In such case, the employee should follow the ap-
peal procedure provided for in the Disciplinary Code and Procedures for the Public Service. 

Grievances must be lodged in writing in the prescribed grievance form, within 90 days of the employee becoming aware of 
the official act or omission which gave rise to the dissatisfaction. 

The Designated Employee should sign acknowledgement of receipt of the grievance within 24 hours after the Grievance 
Form has been submitted by the aggrieved employee to the Designated Employee.

Handling of the grievance

Step One: The Designated Employee is responsible for the facilitation of the resolution of the grievance. Upon receipt 
of the grievance, he/she should establish whether steps were taken by the aggrieved employee to discuss 
the dissatisfaction with his/her supervisor. An informal discussion with the aggrieved employee and his/her 
supervisor should be held at this stage. This stage should be completed within the first 48 hours after receipt 
of the grievance. 

Step Two: Following the informal discussion, the Designated Employee should conduct a preliminary investigation into 
the grievance within three days. The type of investigation will be determined by the nature of the grievance. 
It is preferable that all relevant legislation and supporting documentation be taken into consideration.

Step Three Upon conclusion of the preliminary investigation, the Designated Employee should decide on whether a 
grievance hearing or a formal investigation should be conducted. 

• Conducting a grievance hearing:

If a grievance hearing is conducted, the Designated Employee should inform the aggrieved employee and 
all other parties involved in the grievance, of the time and place of the grievance hearing. The Designated 
Employee should act as mediator during the hearing. Should a need arise and on good cause shown, a 
Designated Employee may recommend to the HoD that a mediator be appointed to conduct the griev-
ance hearing.

The aggrieved employee should first be provided with an opportunity to present his/her case. Other 
parties should follow. All parties should have an opportunity to call witnesses and present evidence.

The objective of the grievance hearing should be to attempt to resolve the grievance. The success of the 
process is therefore, dependent on the cooperation of both parties. 

If the grievance is resolved at the hearing, the Designated Employee and aggrieved employee should 
complete the Grievance Form, indicating that the grievance is resolved. All decisions should be in writ-
ing.
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If the matter remains unresolved, the Designated Employee should inform both parties that a report will 
be submitted to the HoD/EA to inform him/her of the outcome of the hearing. The Designated Employ-
ee should draft a report to HoD/EA with findings and recommendations. The HoD/EA should inform 
the aggrieved employee of his/her decision in writing, by completing Part C of the Grievance Form. 

The above process should be completed within 20 working days. 

• Conducting a formal investigation:

The Designated Employee may find during his/her preliminary investigation that the nature of the griev-
ance is such that a formal investigation should be conducted. The Designated Employee is responsible for 
investigating the matter. However, depending on the nature of the grievance, the Designated Employee 
may recommend that an investigating officer be appointed. The investigating officer should be appointed 
in writing by the HoD. The investigation should be concluded within 15 working days. 

The investigation should include interviews with the aggrieved employee, supervisor/manager and/or any 
witnesses. All relevant legislation and prescripts should be considered by the investigating officer. 

An investigation report with findings and recommendations should be compiled by the investigating of-
ficer. The Designated Employee should submit the investigation report to the HoD/EA within two days. 
The HoD/EA should make a decision based on the findings and recommendations of the investigating 
officer and inform the aggrieved employee of his/her decision within 5 days.

Step four: The aggrieved employee should complete Part C of the Grievance Form within 10 days, indicating whether 
he/she is satisfied or remains dissatisfied. If the aggrieved employee remains dissatisfied, he/she needs to indi-
cate the reason for his/her dissatisfaction on the Grievance Form. If the aggrieved wishes the grievance to be 
referred to the PSC, he/she should indicate this on the Grievance Form.

4.3  COMMUNICATING THE GRIEVANCE PROCEDURE

Throughout the Report, the importance of communication, with emphasis on the grievance procedure, is 
highlighted. National Treasury provides newly appointed managers with a comprehensive manual which includes 
material on all policies that are applicable within the department. This practice assists newly appointed managers 
in applying the applicable procedures, including the grievance procedure. It is recommended that all employees 
are provided with a comprehensive manual upon assumption of duty. The grievance procedure could also be 
attached as an annexure to the newly appointed employees’ letter of appointment and conditions of service. 

The study found that departments regularly communicate the grievance procedure to employees through
induction, training sessions and workshops. However, even though the grievance procedure is regularly 
communicated, employees are still not familiar with the procedure. Furthermore, some managers regard 
grievances lodged by employees under their supervision as a reflection of their management skills. This results 
in a grievance not being attended to or the responsibility to resolve grievances, shifted to either the Labour 
Relations Unit or the Human Resource Unit. In order to create a positive attitude towards the management 
of grievances, departments should have regular training sessions or workshops to inform all employees of the 
grievance procedure. These training sessions or workshops should also provide all employees an opportunity to 
discuss the procedure and voice their concerns. 

It is recommended that departments implement grievance management capacity programmes to develop the 
capacity of supervisors/managers to handle grievances as one of their core functions, and to build the confidence 
of employees in the management of grievances. Representatives from organised labour should be included in 
these programmes as they could play an important part in the resolution of grievances. 

Departments should also ensure that the grievance procedure is promoted through their internal publications, 
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on the intranet or through posters. The Department of Health: Gauteng for example, promotes the grievance 
procedure through posters that are placed within hospitals. These posters are accessible to all employees, from 
the cleaner to the CEO, and create an awareness of the procedure within the hospitals. 

Feedback to aggrieved employees on the progress made in the resolution of their grievances, forms an important 
part of communication. The practice of  the Department of Local Government and Traditional Affairs: North West, 
whereby comprehensive written feedback is given to the aggrieved employee, is commendable. Comprehensive 
and continuous feedback to the aggrieved employee ensures that the employee is kept informed of the progress 
made in the resolution of his/her grievance and prevent further disgruntlement on the part of the employee as 
they would be assured that the department regards their grievances as serious. 

4.4  ROLE PLAYERS IN THE GRIEVANCE RESOLUTION PROCESS

The role of the Designated Employee has been extensively discussed in Chapter three and is also highlighted 
in the example of an internal grievance procedure in paragraph 4.2 above. The Guidelines60 of the PSC also 
explain that the Designated Employee performs the role of the “investigating officer”. However, the Designated 
Employee is not the only role player in the grievance resolution process. In fact the most important role in the 
grievance procedure undoubtedly is that of the supervisor/manager. Unfortunately, it appears that supervisors/
managers are reluctant to handle grievances of employees for several reasons. Since grievance handling forms an 
aspect of people management and empowerment, supervisors and specifically SMS members, must be assessed 
on grievance handling during their performance review. 

4.5  TRACKING SYSTEM

An efficient tracking system is pertinent to the management of grievances. If a department is unable to track the 
resolution of a grievance, it is unable to ensure that grievances are handled within the prescribed time frame. 
A tracking system should be more than merely an electronic filing system or a database. An efficient tracking 
system should inform the Designated Employee or responsible employee, on a regular basis of the status of a 
grievance and compel the Designated Employee or responsible employee to attend to the grievance and update 
the system. 

The State Information Technology Agency (SITA) in conjunction with the Department of Public Service and 
Administration is in the process of developing an Integrated Financial Management System (IFMS). The system 
provides for grievances to be captured and progress in the handling of the grievance updated electronically. This 
part of the system is based on the Grievance Rules, 200361 and will replace the PERSAL system. It is trusted 
that the IFMS will assist departments in tracking the progress made in the handling of grievances, once it is 
implemented. 

4.6  MECHANISMS TO DEAL WITH SPECIFIC TYPES OF DISSATISFACTION

As indicated in Chapter three of the Report, dissatisfactions relating to performance assessment and salary 
related problems, continuously rate the highest. Most of the departments that have a PMDS policy in place, also 
provides for a dispute resolution mechanism. The Department of Home Affairs has set up different committees 
which consider dissatisfactions emanating from job evaluation and performance assessment. National Treasury 
has developed a template which should be completed by the supervisor and the employee, indicating that 
feedback has been given to the employee on the outcome of the performance assessment review. According 
to the Department, this practice has proven to be very successful as grievances relating to feedback from 
performance assessment have decreased significantly. Dissatisfactions relating to the implementation of the 
OSD appear to be on the increase. The different departments of Health in the provinces have established 

60 Republic of South Africa: Public Service Commission. Guidelines on New Grievance Rules. 12 August 2004.
61 Republic of South Africa: Public Service Commission: Rules for dealing with the grievances of employees in the Public Service, Government Gazette number 25209 

of 2003.
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committees at institutional level to deal with grievances relating to OSD. In the Department of Health: Gauteng, 
a sub-directorate has been created specifically to deal with the implementation of the OSD and provide advice 
to the committee on OSD related issues. The Department of Health: Western Cape established a Grievance 
Committee on an ad hoc basis to consider grievances relating to the implementation of the OSD. This has 
assisted the Department to deal with a significant number of grievances relating to the implementation of the 
OSD during the 2007/09 financial year. 

The benefit of a mechanism provided for in policies dealing with specific human resource related matters, is that 
it results in employees’ dissatisfactions being addressed before it become grievances. It is recommended that 
departments formulate their policies relating to human resource related issues such as recruitment and selection, 
performance assessment and the implementation of the OSD to include a dispute resolution mechanism. This 
may include a body such as a committee or panel. Employees should be encouraged to exhaust the dispute 
resolution mechanism, before lodging a formal grievance in terms of the grievance procedures. 

4.7  CONCLUSION

The objective of a grievance procedure is the speedy resolution of dissatisfactions of employees, hopefully to 
the satisfaction of the aggrieved employees. In order to achieve this objective, the grievance procedure should 
be an enabler and not a disabler. It is trusted that the guidelines provided in this chapter will assist departments 
in either drafting internal grievance procedures or adapting their internal grievance procedure. In the end, the 
grievance procedure should assist departments in creating a harmonious work environment to the benefit of all 
employees. 
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INTRODUCTION

The Public Service Commission (PSC) is pleased to present 
this Fact Sheet on grievance resolution in the Public Service 
for the 2009/10 financial year (FY). This is the second Fact 
Sheet produced by the PSC and provides an overview of 
statistical data on the status of grievances in the Public 
Service. 

The mandate of the PSC to consider grievances of 
employees in the Public Service, concerning official acts 
or omissions, and recommend appropriate remedies, 
originates from section 196(4)(f)(ii) of the Constitution of the 
Republic of South Africa, 1996. In terms of section 196(6) of 
the Constitution, 1996, the PSC must report at least once 
a year, on its activities to the National Assembly as well as 
the legislatures of the nine provinces. 

In line with its constitutional responsibility to report on the 
resolution of grievances in the Public Service, Rule I.1 of the 
Rules for dealing with the grievances of employees in the 
Public Service, published in Government Gazette no 25209 
on 25 July 2003, provides for a Head of Department (HoD) 
to monitor the management of grievances by maintaining 
a record of the number of grievances resolved from the 
beginning of each calendar year, and report to the PSC on 
a six monthly basis. 

As all reporting by the Public Service is done on a financial 
year basis, HoDs were requested to submit their records of 
the number of grievances to the PSC in terms of a financial 
year. The PSC has thus far compiled two reports and a Fact 
Sheet on grievance resolution: 

The Report on Grievance Trends in the Public Service, • 
2007, covered the period 01 January 2005 until 30 June 
2006. 
The Report on Grievance Trends in the Public Service, • 
2008 covered the periods 1 April 2006 to 31 March 
2007 and 1 April 2007 to 31 March 2008.
The Fact Sheet: Grievance Resolution for the 2008/2009 • 
Financial Year (FY), 2009.

This Fact Sheet looks at the statistical data provided by 
departments for the financial year 2009/10 in comparison 
with statistical data provided in the first Fact Sheet.
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Objectives of the Fact Sheet

The objectives of the Fact Sheet are to provide an overview of –

• grievances handled at departmental level, reported to the PSC in terms of Rule I.1 of the Grievance Rules, 
2003 for the period 01 April 2009 until 31 March 2010; and

• grievances referred to the PSC for consideration in terms of section 196(4)(f)(ii) of the Constitution, 1996, 
for the period 01 April 2009 until 31 March 2010. 

Failure by departments to provide the PSC with grievance statistics 

HoDs are through a circular reminded on a six monthly basis to submit their reports on the number of griev-
ances resolved for the specific six monthly period. Since departments are regularly reminded to submit their 
reports on the number of grievances resolved to the PSC, it would be expected of departments to have their 
reports readily available. However, the PSC has to regularly follow-up with departments to submit their reports. 
Despite requests to departments to submit their reports, the PSC is left with no other option but to invoke 
its powers in terms of section 10(2)(a) of the Public Service Commission Act, 1997. The PSC may “summons any 
person who may be able to give information of material importance concerning the subject of the inquiry or who has 
in his or her control any book, document or object which may have a bearing on the subject of the inquiry, to appear 
before the Commission”. For the reporting period 01 October 2009 until 31 March 2010, the PSC summonsed 
the HoD of the Department of Education: KwaZulu-Natal Province to appear before an Inquiry of the PSC. This 
is an example of the seriousness with which the PSC regards failure by departments to comply with applicable 
prescripts.  

NUMBER OF GRIEVANCES LODGED WITHIN THE PUBLIC SERVICE

Figure 1 provides an overview of the number of 
grievances lodged for the FYs 2006/07 to 2009/10. Na-
tional and provincial departments reported a total of 7 
787 grievances lodged during the 2009/10 FY. In com-
parison with the number of grievances lodged during 
the 2008/09 FY (6 067), there has been an increase 
of 28% in the number of grievances lodged for the 
2009/10 FY. The increase in the number of grievances 
reported for the 2009/10 FY year can be ascribed to 
the fact that reports were received from all national 
and provincial departments. In previous reporting peri-
ods, reports were outstanding from some departments, 
which resulted in skewed reporting.

Figure 1: Number of grievances for the FYs 2006/07 to 
             2009/10

As can be seen from Figure 2, 3 715 (48%) of the 
grievances were lodged by employees of national de-
partments and 4 072 (52%) by employees of pro-
vincial departments. Compared to the total number 
of employees in the Public Service (1 272 311)1, the 
number of grievances that are formally lodged do not 
appear to be excessive. This may be an indication that 
most employees are satisfied in their workplace. On 
the other hand, it may be an indication that employ-
ees are not familiar with the grievance procedure and 
therefore do not lodge grievances with their depart-
ments.

Figure 2: Number of grievances at national and 
                provincial level

1 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.
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Number of grievances lodged at national level

National departments reported a total of 3 715 griev-
ances lodged during the FY 2009/10. This is an increase 
of 24% from the number of grievances reported for 
the FY 2008/09 (2 992). 

Table 1 provides a comparison of the number of 
grievances reported by national departments for the 
2008/09 and 2009/10 FYs. The South African Police 
Service (SAPS) reported the highest number of griev-
ances (1 546), followed by the Department of Cor-
rectional Services (1 326). Since between them these 
two departments employ 37%2 of the total number 
of employees at national level, it is expected that they 
would report the highest number of grievances. How-
ever, it is alarming to note that between them, they 
reported 77% of the total grievances reported by na-
tional departments.

The Department of Justice and Constitutional Devel-
opment (DJCD) reported the third highest number of 
grievances (280). In this case, it is encouraging to note 
that the Department had a decrease of 33% in the 
number of grievances in comparison with the previous 
FY.

The Department of Home Affairs also reported a 
decrease of 45% in the number of grievances for this 
reporting period. Similarly, the Department of Inter-
national Relations and Cooperation (DIRCO) and the 
Department of Public Works reported a decrease in 
the number of grievances for the 2009/10 FY, with a 
85% decrease for DIRCO and 25% decrease for the 
Department of Public Works. Although the statistics 
do not provide specific reasons for the decrease in 
the number of grievances, it may be ascribed to better 
management of human resource practices. 

On the other hand, the increase in the number of 
grievances in some departments, such as Correctional 
Services, which more than tripled over the 2009/10 FY, 
is noted with concern. Similarly, the number of griev-
ances in the Department of Agriculture, Forestry and 
Fisheries increased by 79% and in the case of the De-
partment of Minerals Resources and Energy more than 
doubled.  

Table 1: Number of grievances reported by national 
            departments for the 2008/09 and 2009/10 FYs

2 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.

National Departments No of grievances

2008/09 2009/10

Agriculture, Forestry & Fisheries 42 75

Arts & Culture 15 15

Communications 8 11

Correctional Services 411 1 326

Cooperative Gov & Trad Affairs 3 1

Defence* 6 10

Education* 13 7

Environment & Tourism 44 15

GCIS 2 1

Health 26 23

Home Affairs 185 101

Human Settlements 14 12

Independent Complaints Direc-
torate

10 5

DIRCO 126 19

DJCD 421 280

Labour 16 13

Minerals Resources & Energy* 12 28

National Treasury 1 7

PALAMA 1 12

Presidency 10 1

Public Service & Administration 14 6

Public Service Commission 4 1

Public Works 98 73

Rural Development & Land 
Affairs

29 17

SAPS 1 361 1 546

Science and Technology 0 4

Social Development 1 3

Sport and Recreation SA 12 6

Statistics SA 24 20

Trade & Industry 18 19

Transport 23 8

Water Affairs 42 50

Total 2 992 3 715
In respect of the 2009/10 FY, no grievances were reported in 
respect of the Departments of Economic Development, Public 
Enterprises, Women, Children & Persons with disabilities and the 
Secretariat of Police.
* The data on departments that were split after the 2009 general 
election are captured under the former names, as the new depart-
ments were not yet fully functional.
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Number of grievances lodged at provincial level

At provincial level, there has been an increase of 32% 
in the number of reported grievances (3 075) for the 
2008/09 FY against 4 072 for the 2009/10 FY). 

Figure 3 provides a comparison of the number of 
grievances reported by the provinces for the two FYs. 
As can be seen, the Gauteng Province reported the 
highest total number of grievances for both FYs (1 
503), followed by the Limpopo Province (1 332). The 
KwaZulu-Natal Province reported the third highest 
number of grievances for both financial years (853). 
However, if one looks at the number of cases for the 
2009/10 FY, the Western Cape Province reported the 
third highest number of grievances (445) followed by 
the Free State Province with 432 cases.

The names of departments used are as were known 
before the new administration came into power. A 
breakdown per province for the 2008/09 and 2009/10 
FYs, follows below: 

Figure 3: Number of grievances on provincial level for the
            FYs 2008/09 and 2009/2010

Eastern Cape Province

The Departments in the Eastern Cape Province re-
ported a total of 336 grievances for the 2009/10 FY. In 
comparison with the 2008/09 FY (327), the number of 
grievances has increased by 2%. 

Figure 4 provides a breakdown of the number of 
grievances for the two FYs per department. The De-
partment of Education reported the highest number of 
grievances for the 2009/10 FY (86), which is a decrease 
of 37% from the 2008/09 FY. The Department of Local 
Government and Traditional Affairs reported the sec-
ond highest number of grievances for the 2009/10 FY 
(69), which is an increase of 38% from the 2008/09 FY. 
The Department of Social Development follows with 
49 cases for the 2009/10 FY. According to the number 
of grievances reported by the Department, it had an 
increase of 55% in the number of cases. 

The Department of Health reported a decrease of 
63% in the number of cases for the 2009/10 FY. If it is 
considered that the Department has the second high-
est number of employees in the Province (37 994)3, 
it is commendable that the Department had so few 
grievances for the past FY.

Figure 4: Number of grievances per department: Eastern
            Cape

3 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.



Free State Province

Figure 5 provides an overview of the number of 
grievances per department for the two FYs in respect 
of the Free State Province. The departments reported 
a total of 690 grievances for both FYs indicating an 
increase from 258 to 432 (67%). 

The Department of Health reported the highest   
number of grievances for the 2009/10 FY (176). It 
should be noted that although the Department did 
not report the highest number of grievances for the 
2008/09 FY, it had a significant increase in the number 
of grievances for the 2009/10 FY (148%). The De-
partment of Social Development reported the sec-
ond highest number of grievances for the 2009/10 FY 
(104), indicating an increase of 30% in the number of 
grievances from the 2008/09 FY. The Department of 
Economic Development, Tourism and Environmental 
Affairs reported the third highest number of grievances 
for the 2009/10 FY (37), which is more than doubled 
compared to the 2008/09 FY (131%). Although it ap-
pears that the trend indicates a general increase in the 
number of grievances, it is encouraging to note a de-
crease in the number of grievances reported by some 
departments such as the Office of the Premier (80%). 

Figure 5: Number of grievances per department: Free 
             State

 

Gauteng Province

The Gauteng Province reported a total of 1 503 griev-
ances over the two FYs. In comparison with the FY 
2008/09, the number of grievances reported increased 
from 562 to 941 (67%) during the 2009/10 FY.

Figure 6 provides an exposition of the number of 
grievances per department for the two FYs. The De-
partment of Education reported the highest number 
of grievances for the 2009/10 FY (493), which is more 
than 6 times higher than the 2008/09 FY (667%). The 
Department of Health and Social Development re-
ported the second highest number of grievances for 
the 2009/10 FY (322). It is noted that this Depart-
ment reported the highest number of grievances for 
the 2008/09 FY (242) and had an increase of 33% in 
the number of grievances. 

It is encouraging to note that the Department of  Trans-
port reported only 17 grievances for the 2009/10 FY, 
which is a decrease of 90% from the 2008/09 FY. Simi-
larly, the Department of Community Safety also re-
ported a decrease in the number of grievances for the 
2009/10 FY (27%). 

Figure 6: Number of grievances per department: Gauteng
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KwaZulu-Natal Province

The KwaZulu-Natal Province reported a total of 853 
grievances over the two FYs, indicating a decrease from 
429 for the 2008/09 FY to 424 for the 2009/10 FY. 

Figure 7 provides an overview of the number of 
grievances reported by the departments for the two 
FYs. As can be seen, the Departments of Agriculture, 
Environment Affairs and Rural Development and Trans-
port both reported the highest number of grievances 
for the 2009/10 FY (128). The Department of Agricul-
ture, Environment Affairs and Rural Development had 
a slight decrease in the number of grievances from the 
2008/09 FY (8%). The Department of  Transport on 
the other hand, reported an increase in the number 
of grievances (11%). The Department of Health fol-
lows with a total of 101 grievances for the 2009/10 
FY. In the case of the latter department, it is noted that 
the number of grievances increased by 71% for the 
2009/10 FY. 

The number of grievances reported by the Depart-
ment of Education has decreased by 81%. Similarly, the 
Department of Arts and Culture also reported a de-
crease of 78%.

Figure 7: Number of grievances per department: 
                KwaZulu-Natal

Limpopo Province

Figure 8 provides a breakdown of the number of 
grievances per department for the two FYs in respect 
of the Limpopo Province. In total, 1 332 grievances 
were reported over the two FYs, with an increase of 
487 to 845 (74%) grievances during the 2009/10 FY. 

The Department of Agriculture has the highest number 
of grievances jointly over the two FYs (418) and re-
ported more than double the number of cases for the 
2009/10 FY. Department of Education reported the 
second highest number of grievances for the 2009/10 
FY (217). It is disconcerting that the latter department 
reported a 200 fold increase in the number of griev-
ances for the 2009/10 FY, which may indicate incor-
rect reporting by the Department for the 2008/09 FY. 
The Department of Roads and Transport reported the 
third highest number of grievances for the 2009/10 FY 
(136). In comparison with the 2008/09 FY, the latter 
Department had an increase of 26% in the number of 
grievances. It is encouraging that the Department of 
Economic Development, Environment and Tourism re-
ported a decrease of 87% in the number of grievances 
for the 2009/10 FY. 

Figure 8: Number of grievances per department: Limpopo
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Mpumalanga Province

Departments in the Mpumalanga Province did not re-
port an increase in the number of grievances for the 
2009/10 FY. 

Figure 9 provides an overview in respect of the 
number of grievances reported by departments for 
both FYs. In total, 474 grievances were reported for 
both FYs. Similar to the Gauteng Province, the De-
partment of Education reported the highest number 
of grievances for the 2009/10 FY (100). However, 
the Department reported a decrease of 21% in the 
number of grievances for the 2009/10 FY, which is en-
couraging to note. 

The Department of Health reported the second high-
est number of grievances for the 2009/10 FY (75). 
Contrary to the Department of Education, the Depart-
ment of Health had an increase of 213% in the number 
of grievances for the 2009/10 FY. The Department 
of Co-operative Governance and Traditional Affairs 
reported the third highest number of grievances for 
the 2009/10 FY (18) compared to zero cases for the 
2008/09 FY. The Department of Public Works, Roads 
and Transport, on the other hand, reported a decrease 
of 75% for the 2009/10 FY. 

Figure 9: Number of grievances per department: 
                Mpumalanga

Northern Cape Province

Similar to the above provinces, departments in the 
Northern Cape also reported an increase in the 
number of grievances for the 2009/10 FY. 

A total of 249 grievances were reported by depart-
ments over the two FYs, with an increase from 106 
to 143 grievances. Figure 10 provides a breakdown 
in respect of the number of grievances for both FYs. It 
can be seen that the Department of  Transport, Safety 
and Liaison reported the highest number of grievances 
for the 2009/10 FY (28), followed by the Departments 
of Social Development, Health and Office of the Pre-
mier with 20 grievances each. It is encouraging that the 
Department of Health reported a decrease of 35% for 
the 2009/10 FY. 

However, the increase in the number of grievances re-
ported by Office of the Premier (100%), is cause for 
concern. It is also disconcerting to note that the De-
partments of Cooperative Governance, Human Settle-
ments and Traditional Affairs, and Social Development 
had reported high increases in the number of griev-
ances (500% and 122% respectively). 

Figure 10: Number of grievances per department: 
                 Northern Cape
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North West Province

The North West Province reported the largest de-
crease in the number of grievances for the 2009/10 
FY. Departments reported 269 grievances for the 
2009/10 FY, against 299 grievances for the 2008/09 
FY. 

Figure 11 provides a breakdown of the number of 
grievances per department for the two FYs. Although 
the Department of Health reported overall the high-
est number of grievances for the 2009/10 FY (90), it 
had a decrease of 17% in the number of grievances 
for the 2009/10 FY. The Department of Education re-
ported the second highest number of grievances for 
the 2009/10 FY (48) which represents a decrease of 
20% in the number of cases for the 2009/10 FY. 

The Department of Public Works, Roads and Transport 
reported the third highest number of grievances for 
the 2009/10 FY (32), with a slight increase of 7% in the 
number of grievances. 

Figure 11: Number of grievances per department: North 
               West

Western Cape Province

Departments in the Western Cape Province reported 
a total of 815 grievances for the two FYs. A breakdown 
between the two periods, indicates that the number 
of grievances reported, increased from 370 for the 
2008/09 FY to 445 for the 2009/10 FY. 

Figure 12 provides an overview of the number of 
grievances per department for the two FYs. The De-
partment of Health reported a total of 332 griev-
ances over the two FYs, with an increase of 86% in 
the number of grievances for the 2009/10 FY. The 
second highest number of grievances for the 2009/10 
FY, is reported by the Department of Education (46) 
depicting an increase of 44% in the number of griev-
ances. The Department of Transport and Public Works 
follows with 41 grievances of the 2009/10 FY, indica-
ting an increase of 141% from the 2008/09 FY. Similarly, 
the Department of Social Development also reported 
a high increase in the number of grievances for the 
2009/10 FY (82%). 

On the other hand, it is encouraging to note that the 
Department of Community Safety which reported a 
high number of cases for the 2008/09 FY (110), re-
ported a decrease of 74% in the number of grievances 
for the 2009/10 FY. 

Figure 12: Number of grievances per department:
                  Western Cape
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Status of the resolution of grievances

A disgruntled employee expects the employer to at-
tend to his/her grievance as soon as the grievance is 
lodged with employer. At the core of every grievance 
procedure lies the importance of finalising a grievance 
within a prescribed time frame. In terms of the Griev-
ance Rules, 2003, a Department, including the Executive 
Authority should conclude a grievance within a period 
of 30 working days. Figure 13 provides a breakdown 
of the status of grievances for the two FYs and shows 
that 52% of the total number of grievances were final-
ised during the FY 2009/10, of which 1% were with-
drawn by the aggrieved employees. This is an improve-
ment of 6% in comparison with the FY 2008/09 where 
46% of the grievances were finalised. However, the fact 
that 48% of the cases for the FY 2009/10 remained 
pending, is a worrying factor. Furthermore, according 
to the reports submitted by departments, only 61% of 
the grievances were finalised within the time frame of 
30 working days determined by the Grievance Rules, 
2003.

Figure 13: Status of grievances

The importance of ensuring that outstanding griev-
ances are attended to timeously, is crucial in creating 
a satisfied workforce. Only if employees see that their 
employers take their dissatisfactions seriously, will the 
morale of the workforce improve.

Nature of grievances

Employees normally raise dissatisfactions with their 
employers which relate to their employment relation-
ship in the workplace. These dissatisfactions can range 
from issues such as the filling of a post to victimisa-
tion/discrimination. In order to categorise the types of 
dissatisfactions raised by employees, dissatisfactions are 
captured in seven categories. 

Figure 14 provides a breakdown of the number of 
grievances per category for the two FYs as reported 
by departments. For the 2008/09 FY, grievances relat-
ing to performance assessment comprised the majority 
of grievances. This picture changed during the 2009/10 
FY in that grievances relating to salary related matters 
rated the highest (2 171). The most common reason 
for grievances in this category can be linked to the im-
plementation of the Occupational Specific Dispensa-
tion (OSD). Performance assessment related grievan- 
ces rated the second highest (2 067) for the 2009/10 
FY. It should be noted that the PSC has in its previous 
reports highlighted its concern with the high number 
of grievances relating to performance assessment4. 
Grievances rated under the category “Unfair Treat-
ment”, have increased with 58% during the 2009/10 FY. 
Dissatisfactions that fall within this category, relate to 
issues such as alleged discrimination, victimisation and 
personal relationships.

Figure 14: Nature of grievances

The increase in dissatisfactions falling within this cat-
egory, gives rise to concern as it may be symptomatic 
of unfair labour practices within departments, which 
departments should take note of.

4 Republic of South Africa. Public Service Commission. Report on Grievance Trends in the Public Service for the periods 1 April 2006 to 31 March 2007 and 1 
April 2007 to 31 March 2008. 



58

Race distribution of aggrieved employees

As depicted in Figure 15, 67% (5 208) of the ag-
grieved employees were African, followed by White, 
17% (1 307), Coloured, 11% (905), and Indian 3% 
(234). It is disconcerting to note that in 2% of the 
cases, the departments did not indicate the race of the 
aggrieved employees. In comparison with the 2008/09 
FY, the distribution in respect of race remained more 
or less the same. For the 2008/09 FY, 67% of the griev-
ances were lodged by African, 18% by White, 10% by 
Coloured and 3% by Indian employees. The percentage 
of aggrieved employees per race, is more or less in 
keeping with the employee demographics in the Public 
Service as at 31 March 20105, in that 78% of the Public 
Service comprises of African, 10% of White, 9% of Col-
oured and 3% of Indian employees.

Figure 15: Race distribution of employees

Gender distribution of aggrieved employees

The picture that emerges from the gender distribution 
of employees as depicted in Figure 16, indicates that 
for the 2009/10 FY, 59% (4 551) of the grievances 
reported were lodged by male employees, against 39% 
(3 064) that were lodged by female employees. In 
comparison with the 2008/09 FY, it appears that there 
has been no change in the percentage of aggrieved 
employees. It is noted with discontentment that in 
2% (172) of cases, the departments did not indicate 
the gender of the employees. If it is considered that 
in terms of the employee demographics of the Public 
Service as at 31 March 20106, the Public Service com-
prised of 56% males and 44% females; the percentage 
of grievances lodged by the different genders, is not 
significantly different.

Figure 16: Gender distribution of employees

Distribution of employees across salary levels

Departments are requested to provide the rank (des-
ignation) and salary levels of aggrieved employees in 
their reporting to the PSC. However, due to the wide 
variety of designations of employees, an overview of 
the salary levels of aggrieved employees are provided 
in Figure 17. The salary levels are grouped together 
as follows:

• Levels 1-8
• Levels 9-10
• Levels 10-11
• Levels 13 – 15.

Figure 17: Salary levels of aggrieved employees

5 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.
6 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.
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Figure 17 supra indicates that 75% (5 876) of the aggrieved employees are employed on salary levels 1 – 8. These are in 
most instances, employees on production level. 11% (846) of the aggrieved employees are on salary levels 9 and 10, which 
are on middle management level. In 6% (446) of the cases, the aggrieved employees are on the level of Deputy Director 
(salary levels 11-12) and 1% (101) of the aggrieved employees fall within the Senior Management Service. The percentage 
of aggrieved employees is more or less in line with the demographics of employees in the Public Service as at 31 March 
20107. In this regard, 82% of the Public Service comprises of employees on salary levels 1 to 8, 13% on salary levels 9-10, 
4% on salary levels 11-12 and 1% on salary levels 13-15.

GRIEVANCES REFERRED TO THE PSC

The PSC has a constitutional mandate to consider 
grievances of aggrieved employees in the Public Ser- 
vice. Grievances of employees may be referred to the 
PSC for consideration in terms of the provisions of sec-
tions 35(1) and (2) of the Public Service Act, 1994 (as 
amended), once the internal grievance procedure has 
been exhausted. Grievances that are referred to the 
PSC and a recommendation(s) on its findings, is/are 
submitted to the Executive Authority. However, Rule 
F.11 of the Grievance Rules, 2003, provides that an em-
ployee may opt to refer his/her grievances to the PSC, if 
the Department has failed to resolve his/her grievances 
within the prescribed time frame. The PSC, upon re-
ceipt of such grievances, does not consider such griev-
ances if the internal grievance procedure has not been 
exhausted, but plays a facilitating role in the resolution 
of such grievances. Figure 18 provides an overview 
in respect of the number of grievances referred to the 
PSC over the two FYs. In total, 614 grievances were 
referred to the PSC during the 2009/10 FY. This is a 
decrease of 6% from the 2008/09 FY when 654 griev-
ances were referred to the PSC. 

Figure 18: Grievances referred to the PSC

Figure 19 provides an overview of the number of 
grievances referred to the PSC from the 2005/06 FY 
to 2009/10 FY. Apart from the slight decrease in the 
number of grievances for the 2007/08 FY, the number 
of grievances remains above the 600 mark. The De-
partment of Health: Western Cape Province referred 
the highest number of grievances to the PSC for the 
2009/10 FY (73). Most of the grievances referred by 
the Department of Health were in respect of the im-
plementation of the OSD for nursing staff. Grievances 
received from the Department of Justice and Consti-
tutional Development rated the second highest (57), 
followed by the Department of Home Affairs with 47 
grievances and Correctional Services with 17. 

Figure 19: Total of the number of grievances referred to the
             PSC from 2005/06 to 2009/10

7 Ibid.
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Status of grievances referred to the PSC

As indicated above, employees may refer their griev-
ances to the PSC in terms of the provisions of Rule F.11 
of the Grievance Rules, 2003. However, as the internal 
grievance procedure would not be exhausted in such 
cases, the PSC refers these grievances to the employing 
departments for their handling. Figure 20 provides 
an exposition of the status of grievances received by 
the PSC for the FY 2009/10. Of the total of 614 griev-
ances, 298 grievances were referred to departments 
for their handling in terms of the applicable grievance 
procedure. These grievances are regarded as “Referred 
(closed)”.

The PSC finalised 165 grievances, and 67 grievances 
were closed as a result of the facilitation of the reso-
lution of these grievances by the PSC. 84 grievances 
were pending due to inadequate and incomplete in-
formation provided to the PSC. Figure 21 provides 
a further breakdown in respect of the grievances that 
were finalised and indicates that the PSC made recom-
mendations in respect of 96 cases to the Executive 
Authority. 

In its previous reports, the PSC highlighted the disap-
pointing non-compliance of departments in the finali-
sation of grievances within the prescribed time frame. 
Compliance with the prescribed time frames would 
ensure that less employees refer their grievances to 
the PSC in terms of Rule F.11 of the Grievance Rules, 
2003. 

During the past two FYs, the PSC summonsed the 
HoDs of the departments indicated in Table 2 for the 
poor management of grievances, which is an indication 
of the seriousness accorded by the PSC to the non-
compliance of departments with the Grievance Rules.

The PSC intends to act more strictly with non-com-
plying departments and will not hesitate to summons 
HoDs of departments where cases have been out-
standing for periods of six months and longer.

Figure 20: Status of grievances for the FY 2009/10
 

Figure 21: Breakdown in respect of finalised cases
 

Table 2: Departments summonsed for the poor 
                management of grievances
National/Provincial Department

National Justice and Constitutional Develop-
ment

Trade and Industry

Labour

KwaZulu-
Natal

Health

Education

Agriculture, Environmental Affairs 
and Rural Development

Limpopo Education

Health and Social Development

Roads and Transport



61

Nature of grievances referred to the PSC

Figure 22 indicates that, similar to the reporting of 
departments, most of the grievances referred to the 
PSC, related to salary problems. In this regard, 227 
cases related to salary problems, followed by matters 
relating to performance assessment (150) and unfair 
treatment (136). On an increasing scale, employees are 
lodging grievances relating to the implementation of the 
OSD. From grievances that have been dealt with by the 
PSC, it is clear that employees are not well informed of 
the grievance procedure. In most cases, employees had 
an expectation that their translation would be more 
beneficial to them. In order to ensure that employees 
are knowledgeable on the process, it is imperative that 
departments provide continuous training on the imple-
mentation of the OSD to their employees.

Figure 22: Nature of grievances

Race distribution of grievances referred to the PSC

Figure 23 provides a breakdown in respect of the 
racial distribution of aggrieved employees. As can be 
seen, 53% of the grievances were lodged by African 
employees, followed by Whites (19%), Coloureds 
(17%) and Indian (2%). In 9% of the cases, the race of 
the aggrieved employees was not indicated. 

In comparison with the 2008/09 FY, the number of 
grievances referred by Coloured employees has in-
creased with 65%. This increase can be ascribed to the 
increase in number of grievances from the Department 
of Health: Western Cape. In terms of the demographics 
of the Public Service8, the Western Cape is the prov-
ince with the highest number of Coloured employees.

Figure 23: Racial distribution of aggrieved employees

Gender distribution of grievances referred to the PSC

Figure 24 depicts that 45% of the grievances referred 
to the PSC, comprised of male employees. In 43% of 
the cases, the aggrieved employees were female. 12% 
of the cases did not have an indication of the gender of 
the employees. In comparison with the employee de-
mographics of the Public Service9, it appears that male 
employees are more prone to lodging grievances than 
female employees.

Figure 24: Gender distribution of aggrieved employees

8 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.
9 Headcount as at 31 March 2010 as provided by the Department of Public Service and Administration.
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Conclusion

This Fact Sheet provides a statistical analysis of grievance resolution for the 2009/10 FY.  It is disconcerting that 
whereas the number of aggrieved employees appeared to have decreased in the FY 2008/09, the number has 
increased significantly in the 2009/10 FY. Although the information submitted to the PSC does not provide spe-
cific reasons for the increase in the number of grievances, it appears that departments are not serious about the 
management of grievances. This is evident from the fact that grievances are not resolved within the prescribed 
time frames, which results in employees losing faith in the grievance procedure.
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ANNEXURE B: QUESTIONNAIRE ON THE EVALUATION OF THE MANAGEMENT OF  
   GRIEVANCES TO IDENTIFY BEST PRACTICES

Contact Details of Designated Employee/Labour Relations Officer interviewed:
Name:
Title:
Designation:
Department:
National/ Provincial:
Physical Address:

Telephone Number:
Fax number: 
Email address:

Part A: Internal procedure applied in the management of grievances:

1.  Does your Department have an internal policy/procedure for dealing with grievances?

 Yes
 No  

1.1  If your response to the above question is “Yes” please provide a copy of the policy/procedure.

1.2  If your response to the above question is “No”, please indicate the guidelines/procedures that are used  
  to deal with grievances, and provide a copy of the guidelines/procedures:

2.  How are employees informed of the procedure for dealing with grievances within the Department? 
  (Tick appropriate box)

(a) Workshops  
(b) Training sessions 
(c) Induction course 
(d) Printed material 
(e) Posters  
(f ) Other: (Please indicate):

2.1  How often are workshops/training sessions on the procedure for dealing with grievances held? 
  (Tick appropriate box)

Once a month Every three 
months

Every six 
months

Every nine 
months

Once a year Never
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2.2  Which of the following groups are the beneficiaries of the workshops/training sessions on the procedure 
  for dealing with grievances? (Tick appropriate box)

  (a) All employees   
  (b) Supervisors and managers
  (c) Labour Relations Officers
  (d) Human Resource Officers
  (e) Newly appointed employees
  (f) Other: (Please indicate) 

3.  In terms of the internal procedure for dealing with grievances, what is the time frame for resolving a
   grievance? (Please mark with an x in the applicable box)

1-10 days 11-20 days 21-30 days 31-40 days 41-50 days 51-60 days Longer than 
60 days

3.1  Considering your response above, how long does it take the Department on average, to resolve a 
  grievance? (Please mark with an x in the applicable box)

1-10 days 11-20 days 21-30 days 31-40 days 41-50 days 51-60 days Longer than 
60 days

3.2  What are the most common reasons for the delay in finalising grievances within the prescribed time 
  frame?

Part B: Role players in the grievance resolution process

4.  Do you have a designated employee(s) to facilitate the resolution of grievances within the Department?

  Yes 
  No 

4.1  Who are the role players in the grievances resolution procedure? (If appropriate you may tick one or more
  boxes.)

  (a) Immediate Supervisor
  (b) Labour/ Union representative
  (c) Labour Relations Directorate
  (d) Head of Section
  (e) Head of Department
  (f) Executive Authority
  (g) Other (please indicate)
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4.2  On average, at which level are grievances resolved in the Department? (Tick appropriate box)

  (a) Immediate Supervisor
  (b) Labour Relations Directorate
  (c) Head of Section
  (d) Head of Department
  (e) Executive Authority

4.3  Out of the total number of grievances handled by the Department for the past financial year (2009/2010), 
  please indicate the number of grievances resolved at the following levels: 

Level Number
Immediate supervisor
Labour Relations Directorate
Head of Section
Head of Department
Executive Authority

5.  If an investigation is conducted into the merits of a grievance, who is responsible for the investigation?
  (Tick appropriate box)

  (a) Designated Employee 
  (b) Labour Relations Officer 
  (c) Human Resource Officer 
  (d) Line Functionary  
  (e) Other (please indicate): 

6.  If your internal procedure provides for a grievance committee, what is the role of the committee? 

7.  If a grievance hearing/meeting takes place, please provide a brief description of the procedure that is 
  followed:

8.  If your procedure only provides for the investigation of a grievance, please provide a brief description on  
  how the investigation is conducted: 

Part C: Systems in place to support the management of grievances

9.  Does the Department have a system in place to track the status/progress made in the resolution of 



  grievances (e.g. monitoring system)? (Tick the appropriate box)

  Yes 
  No 

9.1  If your response to question 9 was “No”, kindly indicate why the Department does not have a system in  
  place to track the status/progress made in the resolution of grievances:

9.2  If your response to the above question is “Yes”, kindly answer the following questions relating to how the
   said tracking system is implemented.

  9.2.1   Provide a brief description of the system(s) that have been put in place in the Department 
    to track the status/progress made in the resolution of grievances:

  9.2.2  When do you start tracking the status/progress made in the resolution of  gr ievances? 
    (Tick the appropriate box)

1 day 1 week 1 month At each applicable level of authority Other

    
9.3  Kindly indicate who is responsible for keeping track of the system:

  (a) Designated Employee 
  (b) Labour Relations Officer 
  (c) Human Resource Officer 
  (d) Other (Please indicate):

9.4  How would you rate the effectiveness of the system(s) referred to in question 9.2 above?

Poor Fair Good Excellent

   
9.5  Please provide reasons for your response provided in question 9.4 above: 

10.  Are aggrieved employees given regular feedback on the status of their grievances that they have lodged  
  with the Department? 

  Yes
  No
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10.1  Kindly indicate how feedback is given to the aggrieved employee(s):

  (a) Verbal  
  (b) In writing  
  (c) Electronic  
  (d) Other (please indicate):

10.2  Kindly indicate who provides feedback to the aggrieved employee(s):

  (a) Immediate supervisor  
  (b) Labour Relations Directorate  
  (c) Human Resource Directorate
  (d) Head of the section
  (e) Head of Department
  (f) Executive Authority
  (g) Other (please indicate):

10.3  Kindly indicate at which stage is feedback provided to the aggrieved employee(s):

  (a) Upon receipt of the grievance 
  (b) During the investigation
  (c) At each level of authority
  (d) Once the grievance is finalised
  (e) Other (please indicate):

Part D: Management of grievance resolution

11.  Human Resource practices in most cases, lead to dissatisfaction. Kindly indicate the number of grievances  
  received during the financial year 2009/2010, and those resolved, which related to the following issues:
 

Nature of grievance Number received Number resolved
Recruitment and selection
Job evaluation
Performance assessment
Salary related problems
Implementation of the Occupational 
Specific Dispensation (OSD)
Training
Disciplinary matters
Unfair treatment
Other
Total number

11.1  Referring to the above table, kindly provide reasons for the most frequently reported dissatisfaction of
  employees in your Department: 
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12.  Kindly indicate if the Department has any mechanism(s) in place to deal with specific types of 
  dissatisfactions (such as performance assessment, job evaluation, the implementation of the Occupational
  Specific Dispensation):

  Yes 
  No 

12.1  If your response to the above question is “Yes”, kindly provide a brief description of the mechanism in place
  to deal with specific types of dissatisfactions: 

12.2  How would you rate the effectiveness of the mechanism indicated in question 12.1 above? 
 

Poor Fair Good Excellent

   

12.3  Please provide reasons for your response in question 12.2 above:

13.  In the resolution of grievances, do you also consider the precedent set by previous grievances that have
  been resolved? 

  Yes 
  No  

13.1  If your response to the above question is “Yes”, kindly indicate how you use the precedent:

13.2  If your response to the above question is “No”, kindly indicate the reasons for not using the precedent:
 

14.  Kindly provide a brief description of challenges that the Department has to deal with in the investigation  
  of grievances: 
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14.1  How would you rate the impact of the challenges discussed in question 14 above, on the ability of the 
  Department to deal with grievances?

Low Medium High

  
14.2  Please provide reasons for your response provided in question 14.1 above:

Thank you for your participation 
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ANNEXURE C: QUESTIONNAIRE ON THE EVALUATION OF THE MANAGEMENT  
   OF GRIEVANCES TO IDENTIFY BEST PRACTICES 

Contact Details of Union Representative interviewed:
Name:
Title:
Designation:
Department:
National/ Provincial:
Physical Address:
Telephone Number:
Fax number: 
Email address:

1.1 Kindly provide a brief description of the role of your Union in the resolution of grievances within the
  Department: 

2. In your opinion, do you believe that your involvement assists in the speedy resolution of grievances? 

 Yes 
 No 

3. Please provide reasons for your response to question 2 above: 

4. How would you rate the effectiveness of the system(s) applied by the Department to resolve grievances?

Poor Fair Good Excellent

   
 4.1 Please provide reasons for your response provided in question 4 above: 
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5. In your opinion, what are the reasons for grievances not being finalised within the prescribed time frames? 

6. What measures do you propose should be put in place to assist the Department in the speedy resolution 
 of grievances? 

7. Dissatisfactions that relate to human resource management practices are the most prevalent grievances  
 in the Public Service. In your opinion, what measures could be put in place to deal with specific types of  
 dissatisfactions, such as performance assessment:

Thank you for your participation 
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Notes
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