












































































Comparison of  Informal/Formal Grievance Process
Step One: Have a Clear Policy!

Formal Process

• Looks to Past to Prove Facts
• Internal to the Institution
• Looks to Determine Policy Violations
• Can Impose Sanctions
• Can Terminate Employment
• Full Due Process
• Coercive/No Say in Outcome
• Can be Traumatic
• Takes Time

Informal Process

• Looks to Future/Resolution
• Focuses on the Mandate
• Voluntary
• Parties Empowered
• Can Result in a Finding
• Can Result in Sanctions
• Negotiated Outcome
• Enforceable Agreement
• Saves Time/Trauma Conscious















Facilitator Options 





Offering The Informal Resolution Option 

• 
Offer the Option Early (Case 
Managers/Intake) and 
throughout the resolution 
process 

Add Information about IR co 
All Documents 
(Complaint/ OA/Website) 

Explain Formal vs . Informal 
Process 

Explain R ight co 
Withdraw/ Change Process 
and Explain Concept of 
Empowerment/ Control 



Choose Your Fortnat 

Shuttle or Face-to-Face? 

• Safety For All Parties/Staff 

• Facilitation: Control of Process/Emotional Response 

• Trauma Conscious Concerns 

• More Efficient Communication 

• Improved Interaction With Advisors - Lessens Adversarial 

Stance 



Two Approaches to Conflict Resolution 

Mediate the 

Dispute 







Finalizing The 
Agreement 

Check 

Discuss 

Review 

Remind 

Complainant is Empowered 
and Satisfied 

Complainant eels Safe to 
Access Educational Benefits 

Agreement 
Language/ Advisor 

Enforcement of 
Agreement/NCD 

Case Will Be Closed - No 
Appeals 



On To The Next One! 
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