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Foreword 

The Civil Service is increasingly diverse, and we aim to become the UK’s most inclusive employer by 2020. In the Civil Service, 
we dedicate our time to delivering policies and services that meet the diverse of needs of UK communities. Whether we are 
delivering frontline services or working within policy hubs in Whitehall, inclusion is critical to our ability to engage, innovate and 
deliver. Despite the important role all our civil servants play it is clear that some of our staff don't feel their opinions are valued 
or fairly treated. This is troubling and we need to change it. I know that many colleagues want to do just that, but are unsure of 
the best approach to take. That is where this guidance can help. 
 
Bullying, harassment and discrimination are just not acceptable.  When they happen, we need to ensure we tackle them 
effectively; and it’s essential that people can raise concerns about the way they have been treated or the way they have seen 
others treated, without fear of negative consequences. There can be no excuses: however good you are at other aspects of 
your job, if you behave in bullying or discriminatory ways, you undermine the resilience and engagement of colleagues around 
you - and that undermines our ability to be a brilliant Civil Service in which we all contribute our best.   
 
We need to take a look at the culture in our teams and organisations, and ensure that culture is one in which everyone is clear 
what kind of behaviours are welcomed, so that bullying, harassment and discrimination are less likely to occur.  We also need 
to be clear about what kind of behaviours are inappropriate and to challenge negative behaviours at the earliest opportunity, not 
waiting for conflict to spiral.  If we succeed, we will create a culture in which everyone feels able to be themselves at work, and 
each individual feels valued, respected and fairly treated. This is the kind of culture in which people are less likely to feel 
bullied, harassed, or discriminated against. It’s also one in which individuals are happier, more engaged and more productive. If 
we build teams and organisations in which people from all kinds of backgrounds, with different identities and experiences, can 
be themselves and achieve their potential, we will be a better Civil Service, delivering better services. 
 
This guidance has been developed by Civil Service HR, in partnership with ACAS, HR colleagues and staff networks across 
the Civil Service, and the Unions. I would like to thank everyone who has contributed to making it a useful resource. 
 
Sue Owen, Civil Service Diversity Champion, LGBTi Champion and Permanent Secretary at the Department for 
Culture, Media and Sport 
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Introduction and navigation 

Introduction  

 
This Gateway has been developed to help you understand what you 
can do to create a workplace environment where bullying, harassment 
and discrimination are understood and dealt with promptly and 
effectively, at whatever grade.   

It has been written to incorporate two different types of perspective and 
uses the terminology Leader and Manager. For the purpose of this 
guidance we have used these terms to help explain the types of action 
or behaviour you may take from an organisational view point and from 
a team view point.  
  
All of the information will be useful and we would recommend that you 
take some time to read the complete product.  
 
This does not replace formal policy. It is a good practice guide to use in 
conjunction with your own departmental policies and guidance, which 
are available at the following links:  MOD Diversity and Inclusion policy; 
MOD Conduct and Behaviour policy. For advice on policy, contact 
Defence Business Services 

There are a number of learning and development resources to support 
you in this area including: Personal impact and effectiveness; Giving 
feedback; Communication skills; Building your team; Dealing with 
Challenging management situations; Managing effectively; Enabling 
high performance; Leading people through change; Unconscious Bias e 
learning;   

 

 

 

 

 

 

 

Navigation 

You can navigate quickly to the section that 
interests you using the menu. Where 
sections have multiple tabs, you simply 
need to click on the tab to view the 
information it contains.  
 

Previous Page - return to the 
last page viewed 

Next Page - proceed to the next 
page in the topic area  

Home - return to the main menu 

Section menu – return to the 
menu of the current section 

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/diversityinclusion/Pages/DiversityandInclusion.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/diversityinclusion/Pages/DiversityandInclusion.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Pages/ConductandBehaviour.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Pages/ConductandBehaviour.aspx
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/facetoface/managing-self-personal-impact-and-effectiveness-0
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/giving-feedback
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/giving-feedback
https://gcs.civilservice.gov.uk/professional-development/
https://gcs.civilservice.gov.uk/professional-development/
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/building-your-team
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/dealing-with-challenging-management-situations
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/dealing-with-challenging-management-situations
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/managing-effectively-01
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/enabling-high-performance
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/enabling-high-performance
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/29426
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
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Recognising Bullying, Harassment & Discrimination (1) 
 

Introduction 
 

The Civil Service aims to be the UK’s most inclusive employer and 
representative of the public we serve. Defence aims to have the right 
mix of capable and motivated people, that appropriately represent the 
breadth of the society we exist to defend, now and in the future. 

The business case for diversity and inclusion is that employees of 
diverse, inclusive organisations are more engaged, and those 
organisations are likely to be higher performing and delivering better 
services.  

The Civil Service has a zero tolerance approach to bullying,  
harassment and discrimination. Those found to be bullying, and/or 
harassing and/or discriminating against employees* or customers can 
face disciplinary procedures including charges of gross misconduct 
leading to dismissal. Bullying, harassment and discrimination are in 
direct conflict with the Civil Service values of honesty, objectivity, 
impartiality and integrity. It is important that all staff feel respected and 
treated fairly within the workplace. 

It is important to try and identify and seek to resolve any actual or 
potential instances as early as possible and before they grow into more 
serious conflict.  

Our engagement with staff networks, trade unions and ACAS has 
shown the importance of identifying bullying, harassment and 
discrimination early – so that it can be tackled through informal routes 
before it escalates. Everyone should feel they are treated fairly and 
should work in an environment where negative and unwanted 
behaviours are challenged.   

Bullying  Harassment Discrimination Useful information 

Here are some links to information that you 
may find useful when considering what 
inclusive culture means for your 
team/organisation. You may also find it 
useful for framing discussions about 
bullying, harassment and discrimination and 
desirable behaviours in the workplace. 

• MOD Conduct and Behaviour policy 

• MOD Diversity and Inclusion policy 

• Defence Diversity & Inclusion team 

• Civil Service Talent Action Plan 

• Civil Service Workforce Plan 

• Civil Service Leadership Statement 

• Jeremy Heywood’s blog. A Brilliant Civil 
Service and what it means for you 

• Here are two examples of what other 
organisations are saying about the 
importance of diversity and inclusion: 
McKinsey – Business case for Diversity 
and Deloitte 

*The reference to employees throughout this 
document also covers officer holders, consultants, 
contractors, casual workers and agency workers 

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Pages/ConductandBehaviour.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/diversityinclusion/Pages/DiversityandInclusion.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/diversityinclusion/Pages/DiversityandInclusion.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/diversityinclusion/Pages/DiversityandInclusion.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/CDP/DSPPol/Pages/DiversityInclusion.aspx
https://www.gov.uk/government/collections/talent-action-plan
https://www.gov.uk/government/collections/talent-action-plan
https://www.gov.uk/government/publications/civil-service-workforce-plan-2016-to-2020
https://www.gov.uk/government/publications/civil-service-leadership-statement
https://civilservice.blog.gov.uk/2016/06/16/our-vision-for-a-brilliant-civil-service-and-what-it-means-for-you/
https://civilservice.blog.gov.uk/2016/06/16/our-vision-for-a-brilliant-civil-service-and-what-it-means-for-you/
https://civilservice.blog.gov.uk/2016/06/16/our-vision-for-a-brilliant-civil-service-and-what-it-means-for-you/
http://www.mckinsey.com/business-functions/organization/our-insights/why-diversity-matters
http://www2.deloitte.com/content/dam/Deloitte/au/Documents/human-capital/deloitte-au-hc-diversity-inclusion-soup-0513.pdf


 
 

 
 

 
 

Recognising Bullying, Harassment & 
Discrimination (2) 

Introduction Bullying 
Conflict at work can take many forms. How people feel they are being 
treated is important – people need to feel that they are being listened to 
and treated fairly. Bullying, harassment and discrimination can occur at 
any level, not just downwards but also sideways and upwards. 

Bullying 

Can be characterised as: 

• offensive, intimidating, malicious or insulting behaviour 

• abuse or misuse of power in ways that undermine, humiliate, 
denigrate or injure the recipient 

Bullying can also cover a broad spectrum of covert behaviours that may 
be more difficult to detect. It can include ill-treatment, interpersonal 
conflict, unwanted and unacceptable or counter productive workplace 
behaviours.  

Some behaviours may be overtly aggressive. For example, raised 
voices, putting people down in front of others, wagging fingers.  

Other behaviours may be more subtle. A micro aggression is a form of 
behaviour, whether intentional or unintentional, that may insult an 
individual or group. For example asking someone who looks Asian 
where they are really from when they have already said they were born 
in Edinburgh; not greeting an individual when you would normally greet 
others in the team or not acknowledging someone’s contribution/idea at 
a meeting. These behaviours can also exist in cases of harassment 
and discrimination.  

Harassment Discrimination Bullying and Harassment in the Civil 
Service 

Each year roughly 10% of those completing 
the Civil Service People Survey report that 
they have experienced bullying and/or 
harassment at work in the last previous 12 
months. The survey data also shows that 
people are most likely to feel bullied or 
harassed by a colleague or manager.  

 

 

You may want to engage with diversity and 
inclusion networks to understand issues 
that affect particular groups: 

• List of Diversity & Inclusion networks in 
Defence 

• Civil Service Diversity and Inclusion  

http://ukcsra.com/
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/CDP/DSPPol/Pages/DiversityandInclusionnetworks.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/CDP/DSPPol/Pages/DiversityandInclusionnetworks.aspx
https://civilservice.blog.gov.uk/category/diversity-and-inclusion/


 
 

 
 

 
 

Recognising Bullying, Harassment & Discrimination (3) 

Introduction Bullying Harassment 

People may have different perceptions of what constitutes unacceptable 
behaviour. Left unchecked these behaviours can fester resulting in 
negative working environments and Harassment.  

Harassment is unwanted actions or comments that are demeaning and 
unacceptable to the recipient. It may be related to any personal 
characteristic of the individual, and may be persistent or an isolated 
incident. In the Equality Act 2010 harassment is defined as:  

• Unwanted conduct based on someone’s ethnicity; race; religion or 
belief; age; gender; gender identity; sexual orientation; transgender; 
disability; marriage/ civil partnership; pregnancy or maternity. These 
are often referred to as protected characteristics.   

• That has the purpose or effect of violating an individual’s dignity or 
creating an intimidating, hostile, degrading, humiliating or offensive 
environment for that individual. 

Unwanted behaviour could be: 

• Spoken or written words or abuse 

• Offensive emails, tweets or comments on social networking 
sites 

• Physical gestures or facial expressions 

• Jokes 

Individuals don’t need to have previously objected to something for it to 
have become unwanted.  

 

 

Discrimination Bullying and Harassment in the Civil 
Service 

Certain groups of staff are much more likely 
to report in the People Survey that they 
have experienced bullying and harassment 
at work. Disabled Staff are two and a half 
times as likely as non-disabled staff to say 
they have witnessed or experienced 
bullying and/or harassment, and BAME and 
LGB staff are also more likely to have 
witnessed or experienced bullying and/or 
harassment.  
 
The Civil Service has set an ambitious 
target to halve the gap in bullying and 
harassment scores between our disabled 
and non-disabled colleagues by 2020.  
 
Find out more information on the Civil 
Service People Survey 

https://www.gov.uk/government/publications/civil-service-people-survey-2016-results


 
 

 
 

 
 

Recognising Bullying, Harassment & Discrimination (4) 

Discrimination 

The Equality Act 2010 sets out provisions to protects people from 
discrimination in the workplace and in wider society. 

Direct discrimination Is treating an individual differently or less 
favourably because of their protected characteristics (for definition 
please see Harassment).  

It may also apply if you are treated unfairly for associating with 
someone who has a protected characteristic (associative 
discrimination).  

Indirect discrimination can occur when you have a condition, rule, 
policy or even practice that applies to everyone but particularly 
disadvantages people who share a protected characteristic. For 
example: 

• circulating information about a talent programme to everyone in your 
team except the disabled person because it will involve travelling 
which you believe the individual would find difficult. You should let the 
individual decide and work with them to put in place appropriate 
workplace adjustments to enable them to access the programme. 

In some cases indirect discrimination can be justified if you can show 
that you acted reasonably i.e. that it is ‘a proportionate means of 
achieving a legitimate aim’. Being proportionate means being fair and 
reasonable, including showing that you’ve looked at ‘less discriminatory’ 
alternatives to any decision you have made.  

 

 

Fair treatment in the Civil Service 

The Civil Service People Survey results 
show that staff with certain protected 
characteristics are more likely to report 
having experienced discrimination at work 
in the previous 12 months. 

In addition, individuals often link their 
experience of discrimination to other 
factors. Grade, pay band or responsibility 
level are some of the most common 
grounds for people feeling that they have 
experienced discrimination in the Civil 
Service. In addition working pattern, 
working location, caring responsibilities and 
social and/or educational background have 
been prominent factors. Whilst these 
factors are not directly covered by the 
Equality Act, all forms of discrimination are 
unacceptable and should be challenged. 

 

Introduction Bullying Harassment 



 
 

 
 

 
 

Understanding your current culture (1) 
 

Using your data 
 

Your Civil Service People Survey scores and any other survey data 
and/or metrics you have will help you understand how staff are feeling 
about working within your team and / or department and the perceived 
levels of bullying, harassment and / or discrimination.  

By using this data you can track progress in building an inclusive 
culture and also use it to help identify specific areas to focus on.  

Interrogate the data 

You should consider looking not only at the declared instances of 
bullying, harassment and discrimination but also assess the wider 
drivers to creating an inclusive workplace. For example:   

• Look at the theme ‘leading and managing change’ when considering 
how to build an inclusive culture because when change is managed 
well people feel involved and valued. 

• Look at the question ‘it is safe to challenge the way things are done 
in my organisation’. The responses to these questions at 
organisational level and within specific teams/units will give you 
insight into how open and inclusive your culture is.   

 

 

Limitations of data  Next steps and 
actions DWP case study 

The Department for Work and Pensions 
(DWP) Finance Group created a Respect 
and Fairness programme following their 
People Survey Results. This programme 
involved canvasing views from staff and the 
creation of a set of values aimed at creating 
a culture where staff feel they have been 
treated with respect and fairness. 

Jon Fundrey, DWP’s Financial Controller 
said ‘the main benefit was the ability to get 
under the issues for the first time. It’s 
always frustrating to see too high levels of 
staff reporting in  the staff survey having 
witnessed or are suffering bullying and 
harassment and it is very hard to get under 
the skin of it when you try and follow it up. 
This process enabled me to have intelligent 
discussion, still with the guarantee of 
anonymity, to understand what is driving it’ 

DWP Case study 

  

 



 
 

 
 

 
 

Understanding your current culture (2) 

Using your data Limitations of data 

The People Survey captures people’s perceptions at a particular point 
in time.   

You will only be able to view the responses to People Survey questions 
that have achieved a response/count of at least 10. Therefore, if your 
team or the responses to a particular question do not have a count of 
10 you will not get a break down of the survey results as a whole or for 
that question. In these cases or if you want a better understanding of 
any issues identified you could consider conducting your own survey. 
This is so the confidentiality of respondents is maintained. 

If you want a better understanding of any issues identified you could 
consider conducting your own survey or an independent focus group. 

Where possible you should also look to see if there are correlations 
between particular groups of staff and theme results.  You can use the 
results to track progress on interventions you implement and the effects 
they have had.  

 

Next steps and 
actions Conducting your own survey 

It is important that any survey encourages 
people to feel comfortable about being 
honest. You can do this by ensuring your 
survey is anonymous and individuals can't 
be identified. 
 
If it is an online survey it must be fully 
accessible for any disabled colleagues. 
 

Top tip 

You should consider involving your 
analytical or management information team 
to help build a more detailed understanding 
of the results. 
 



 
 

 
 

 
 

Understanding your current culture (3) 

Using your data 
 

Limitations of data 
 

 
Next steps and 

actions 
 

High levels of Bullying and Harassment are often not ad hoc but are an 
organisational problem that requires an organisational response. 
Closely monitor and review any occurrences of bullying and 
harassment. Some organisations have developed a dashboard of 
measures that their executive boards have oversight of. You may also 
want to publish these within your department and use them to discuss 
in team forums.  
 
In the Cabinet Office each Directorate was tasked with engaging staff in 
the development of Directorate action plans looking into People Survey 
scores. Staff networks were empowered to meet with Senior Civil 
Service leads to check plans were appropriate and actioned. Directors 
were held to account for progress and delivery.  
 

Take action 

• Consider discussing the outcomes of 
your People Survey and any other 
relevant data with departmental trade 
unions, staff networks and support 
groups to gain their insight and 
perspective. Use focus groups to discuss 
the results and recommend actions to 
take forward. 

• You should consider whether there are 
other departments or teams that have 
more positive People Survey scores. 
Consider establishing peer support 
arrangements where you could share 
best practice.  

• Clearly articulate how you propose to 
respond and take forward the results of 
People Survey and or other applicable 
surveys and data, including your own 
thoughts and views. 
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Role modelling inclusive behaviours 
  
 
 
Defining the boundaries of behaviour  
 



 
 

 
 

 
 

Role modelling inclusive behaviours (1) 

Introduction 

Everyone, regardless of grade, has a role to play in ensuring and 
promoting an inclusive culture. An inclusive culture is one in which 
people feel able to be themselves at work and each individual feels 
valued, respected and fairly treated. 

In a leadership and / or management position, you have an important 
role in modelling the positive workplace behaviours expected of all 
colleagues and in ensuring that you are treating everyone in an 
inclusive way. 

It is important you communicate and role model a genuine commitment 
to an inclusive culture and that you show ownership of issues when 
they arise.  Everyone should feel listened to and treated fairly when 
issues are raised.  

There is a range of training available on Civil Service Learning that you 
should undertake and that you should encourage all of your team to 
undertake. You should ensure that any training is refreshed and 
reviewed regularly. 

Details of mandatory diversity and inclusion training in the MOD are 
here.   

Inclusive leadership Inclusive 
management CS Learning resources  

The following links will take you to a range 
of learning that you should consider 
undertaking:  

Building your team 

Dealing with Challenging management 
situations 

Managing effectively 

Enabling high performance 

Leading people through change 

Unconscious Bias e learning  

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/LearningandDevelopment/Training/Pages/Mandatorytraining.aspx
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/building-your-team
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/dealing-with-challenging-management-situations
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/dealing-with-challenging-management-situations
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/managing-effectively-01
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/enabling-high-performance
https://civilservicelearning.civilservice.gov.uk/browse/leadership-and-management-01/29426
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning


 
 

 
 

 
 

Role modelling inclusive behaviours (2) 

Introduction Inclusive leadership 

You should ensure that you are role modelling and communicating the 
importance of creating an inclusive environment and supporting inclusive 
behaviours. You could: 

• Communicate the positive leadership behaviours you expect and their 
relevance to the business case for diversity with your team. 

• Champion an open culture of feedback within your organisation / 
teams. Encourage colleagues to share feedback on ‘how’ they work 
with others; promote line managers’ use of 360 feedback tools; 
establish staff forums or opportunities for mixed grade working groups 
especially through periods with a high level of change.  

• Share how you seek to understand your own behaviours e.g. 
mentoring, learning from peers, feedback from staff networks and 
unions.  

• Recognise and reward the effort (publicly where appropriate) of 
colleagues exemplifying positive workplace behaviours and who 
encourage others to do the same. 

• Use your People Survey scores as a measure of the health of your 
team / department and ensure that managers are accountable for their 
team results including recognition and / or reward of those leading 
effectively. See Understanding your current culture section for further 
information 

• Involve staff networks and unions at an early stage to understand your 
people survey scores and assist in the development of an action plan 
and ensure commitments are delivered upon.  

• Work with HR to commission a further independent review if 
necessary.  

 

 

Inclusive 
management 

Communicating expectation 
The following example clearly sets out 
expectation and promotes an inclusive, fair 
culture within the workplace: 
Richard Heaton – the Ministry Of Justice 
(MoJ) Permanent Secretary sent a clear 
message to his department in a ‘’No 
bystanders’’ pledge, an initiative by the 
Stonewall charity. He said: 
‘’Bullying, harassment and discrimination 
have no place in the workplace. I have 
today signed a ‘No bystanders’ pledge to 
make it clear that this will not be tolerated. 
We must all play our part in ensuring that it 
is unacceptable, and will be challenged’’. 

Hints and tips for creating an open 
culture 

Engage with staff networks to establish, and 
help illustrate, the behaviours at an 
organisational level you may want to 
encourage. Then collaboratively promote 
those behaviours and messages.  In the 
Department of Health representatives from  
staff networks attend their Senior Civil 
Service forum and share some anonymous 
examples of behaviours within the 
department. This has helped build 
awareness on issues on an on-going basis.   

 



 
 

 
 

 
 

Role modelling inclusive behaviours (3) 

Introduction Inclusive leadership Inclusive 
management 

You are responsible for taking the necessary steps to promote a culture 
of fair treatment and eradicate instances of bullying, harassment and 
discrimination in your team. You should: 

• Encourage good, open communication at all levels in your teams 

• Hold regular one to ones with your staff. Allocate sufficient time to 
understand their individual strengths and/or challenges 

• Where appropriate make sure workplace adjustments are in place 

• Make peer support systems available to your staff e.g. peer 
shadowing, buddy schemes, mutual mentoring and access to staff 
networks.  

• Work with your team to develop a shared understanding of the positive 
working behaviours expected. Share this more widely and update as 
required.  

• Ensure you call into question negative workplace behaviours that you 
witness.  

• Take prompt action to stop bullying, harassment and discrimination.  
Dealing with complaints fairly, thoroughly, consistently and 
confidentially, respecting the rights of all parties  

• Recognise and reward the effort of colleagues exemplifying positive 
workplace behaviours and who encourage others to do the same 

Acting fairly when tackling under/poor 
performance 

Treat all of your employees consistently 
and fairly when assessing performance. Be 
aware of groups that have in the past been 
under-recognised for high performance, or 
overly assessed as poor performers. 

Everyone should be assessed against the 
objectives and standards agreed for them. 
Assess to what extent external factors 
outside of the employee’s control, have had 
an impact on performance when making 
your overall assessment.  

Refer to the table on differences between 
strong management and bullying. Act with 
confidence when dealing with conflict 
including underperformance, but think 
about your own unconscious biases ahead 
of meetings.   

Ensure that you and anyone in your team 
with management responsibility has 
undertaken the unconscious bias e 
learning. Undertake a post learning 
discussion, on learning and agree any 
measurable actions. 

Be open to challenge where the outcomes 
of data indicate a potential bias against a 
particular individual or group.  

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/550904/MOD_civilian_performance_management_outcomes_2015-16_Publication_2016-09-05__PAR.pdf
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning


 
 

Defining the boundaries of behaviour 

A group exercise run by the Home Office 
aimed to build understanding of behaviours 
and the different perceptions of behaviours. 
Consider this exercise to help build 
awareness of behaviours within teams. 
Show the words/examples to your team 
and ask them to identify whether the 
behaviours/words are appropriate in the 
work place or not. There is no right or 
wrong answer for some of these examples.  

It might be that some words and phrases 
are entirely obvious to the whole group, 
some may generate discussion and for 
others there may not be a consensus. At 
the end have a discussion on the outcomes 
and ask whether any words or phrases 
were difficult to decide on. If there were ask 
why it was difficult to decide.  

This exercise reinforces that perception 
that is important as everyone has a 
different view. 

Round up the exercise with a reminder that 
everyone should be aware of the reactions 
of others to what they say or do.  

 

 

 
Some of the activities you may consider to help build a consistent 

understanding are: 
 

• team / group exercises and discussions. Use the team session plan 
to help you 

• use a questionnaire on inclusivity and then hold individual or a 
team/group discussion   

• make timely use of data from the Understanding your current culture 
and discuss there with a variety of groups of staff  

• ask for volunteers to create a focus group looking to create a more 
inclusive workplace and to take forward actions - this could be at an 
organisational/departmental level or team level and should be a 
combination of grades and groups of staff that can help build 
understanding 

• enforce and sustain communications within teams around the values 
of the Civil Service and any organisational values through regular 
team communication and meetings  

• in consultation with the team, create a team vision which 
incorporates wanted team behaviours. 

• An independent facilitator and the engagement of staff networks may 
encourage staff to share their views.  

• Consider the exercise on negative acts and boundary behaviours   

• Consider asking departmental leaders, diversity champions and role 
models (from diverse backgrounds), to help build awareness and 
engagement.    

 

 

 



Action menu 

Challenging unwanted behaviour 

Dealing with complaints – informal resolution    

Dealing with complaints – formal resolution    



 
 

 
 

Challenging unwanted behaviour (1) 

Dealing with conflict 

We are all expected to promote and develop a culture whereby 
colleagues feel confident to challenge inappropriate behaviour they 
experience, see or hear about. You should support those that take 
action and ensure others should do the same; it is essential that 
everyone feels able to speak up without fear of repercussions. 

Understanding the signs of conflict: 

Early intervention is key to tackling conflict and as a first step it is 
important that you understand the signs that might mean there is 
conflict within teams:  

• body language that may indicate disagreement: crossed arms, 
leaning away from individuals when in discussion 

• facial expressions showing discontent: frowning, not making eye 
contact, staring into distance, gazing downwards.  

• tone of voice that points to difficulties: shouting, criticising or being 
very quiet and submissive 

• changes in behaviour: if someone was once very sociable and has 
suddenly become very quiet, there may be a reason for that. 

However do not to make assumptions, consider the situation as a 
whole before acting. For example lack of eye contact maybe due to 
cultural differences or disability and changes in behaviour could 
indicate a mental health issue. 

Where you see conflict it is important that you take prompt action 

Empowering individuals Deal with conflict as soon as it occurs 
• Work with individuals or teams to help 

resolve difficulties before they develop 
into conflict. For example if you see 
someone dominating a meeting, get 
involved to make sure everyone has a 
chance to speak or if you hear someone 
shouting at another colleague, take them 
to one side to discuss their behaviour 
and the impact and consider alternative 
approaches that may be more effective 

• Create a safe environment for team 
members to express how they feel e.g 
regular 1-1 discussions, respecting 
confidentiality etc. 

 
Create a positive working environment 

Remember you should be setting an 
example of the behaviours that you expect 
of your team:  

• treat everyone fairly and as you would 
like to be treated  

• give praise and recognition, be open, 
honest and approachable  

• give feedback to your team, your peers 
and your managers regularly. 

 



 
 

 
 

Challenging unwanted behaviour (2) 

Dealing with conflict  Empowering individuals 

By empowering and building the resilience of colleagues you are 
helping build a more inclusive working environment.  

When individuals are resilient they have the ability to recover quickly 
from difficulties and when individuals feel empowered they are more 
able to challenge unwanted behaviour. 

See the useful resources section below and promote this learning 
within your team to help build these skills in individuals.  

You should encourage everyone not to tolerate bullying or harassment, 
encouraging witnesses to come forward without fear of repercussions. 

Work with your team to discuss about how to define the boundaries of 
acceptable behaviour 
 

Top tips 

All teams should be encouraged to speak 
up and challenge inappropriate behaviour 
or actions and you have a role in ensuring 
that they feel able to do that. For example 
you could create a safe space for reporting 
concerns to an appropriate person in 
confidence by arranging open drop-ins in a 
room away from your team’s work area. 

No one should have to tolerate 
inappropriate or unacceptable behaviour - 
the key is to deal with it quickly by speaking 
up and challenging yourself and to 
encourage others to do so when it occurs. 

Useful resources 

CS Learning resource 
Personal impact and effectiveness 

Giving feedback 

Communication skills 

MOD Employee Wellbeing Service 

MOD Trades Unions 

MOD Diversity Networks 
HOCS Fair Treatment Advisers 

https://civilservicelearning.civilservice.gov.uk/learning-opportunities/facetoface/managing-self-personal-impact-and-effectiveness-0
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/facetoface/managing-self-personal-impact-and-effectiveness-0
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/facetoface/managing-self-personal-impact-and-effectiveness-0
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/giving-feedback
https://gcs.civilservice.gov.uk/professional-development/
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/HealthWellbeingandSickness/Employeewellbeingservice/Pages/EmployeeWellbeingServiceEWS.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/DiversityandEmployeeRelations/Employeerelations/Pages/EmployeeRelations-KeyContactsandAddresses.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/diversityinclusion/Pages/DiversityNetworks.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Home/Pages/FairTreatmentAdvisers.aspx


 
 

 
 

Dealing with complaints – informal resolution (1) 

Informal resolution 

It is important to take prompt and proportionate action on any unwanted 
behaviour whether that be informal or formal action.  It is important 
that you refer to your department’s conduct and behaviour policy 
and procedures. 

By dealing with conflict early and ideally informally, you are helping 
build an inclusive culture, whilst limiting conflict at work and preventing 
escalation. It is better to act before culture or behaviours become 
entrenched. 

You may need to deal with issues where relationships have become 
strained, or where there are unwanted behaviours within your team. It 
may be possible to rectify the matter informally, whereby a discussion 
can lead to a solution. Discussing difficulties informally is the first step 
in limiting conflict at work.  

In trying to resolve matters informally be aware of your own 
unconscious bias and make sure you have completed the unconscious-
bias-e-learning.  

When trying to resolve conflict within your team it can help if you 
approach this with empathy.  

Third party mediation, support, 
and counseling 

Address the issue with empathy  

• Clarify expectations and roles when meeting 

• Carefully listen to what each party is saying 
and consider what is unsaid – how is their 
body language? What does this tell you?  

• Allow individuals to let off steam without 
reacting  

• Encourage active listening and     
acknowledge what is being said  

• Refer individuals to team or organisational 
values  

• Recognise and understand emotions that 
individuals are experiencing. 

 

Communications 

• Encourage the use of the PROVE model: 
Problem (identify the behaviour that is 
causing the problem); Reason (why is it a 
problem?); Other view (ensuring that the 
other person’s view point is discussed is 
important); then encourage Verification of 
the incident and Evaluate what that 
means for next steps.  

• Allow individuals to express their wants, 
feelings and views.  

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Pages/ConductandBehaviour.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Pages/ConductandBehaviour.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Pages/ConductandBehaviour.aspx
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning
https://civilservicelearning.civilservice.gov.uk/learning-opportunities/unconscious-bias-e-learning


 
 

 
 

Dealing with complaints – informal resolution (2) 

Informal resolution  Third party mediation, support, 
and counseling 

Mediation is a powerful tool in resolving workplace relationship issues, 
enabling people to regain a professional working relationship. It is a 
confidential, voluntary and informal process that usually takes place 
in one day. The process allows parties to talk through issues with an 
impartial mediator, to find a way forward and solutions that feel fair to 
everyone. Mediation can be used at any stage of dispute, but is most 
effective when used early on. The process offers a rare chance for 
individuals to express their personal views in a safe and confidential 
environment. At the same time, hearing the situation from another 
person’s perspective can help their understanding of behaviour.  

Mediation is appropriate when...  
• there is a need for support in dealing with a problem 

• there has been a breakdown in a working relationship 

• a formal complaint or grievance has been threatened or lodged 

• there is an allegation of harassment, bullying discrimination or 
victimisation 

• there is agreement on the existence of an issue.  

• both parties are willing to work together to a solution.   

Not appropriate when...  
• one or more people are unwilling to take part in the process.  

• the conflict involves violence or aggression 

• the parties are not able or prepared to negotiate. 

• as an alternative  to disciplinary action, where that is appropriate 

Third party support 

Consider signposting individuals towards 
peer support arrangements such as Fair 
Treatment Advisers 

                  Counseling 

You may want to discuss with individuals 
whether counseling is appropriate. This can 
be a method of empowerment in certain 
circumstances. 

Useful resources 

Mediation facts for managers 

MOD Mediation 

MOD Employee Wellbeing 

 

 

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Home/Pages/FairTreatmentAdvisers.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Home/Pages/FairTreatmentAdvisers.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Home/Pages/FairTreatmentAdvisers.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Mediation/Pages/Mediation.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/healthwellbeing/employeewellbeing/Pages/employeewellbeing.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/healthwellbeing/employeewellbeing/Pages/employeewellbeing.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/healthwellbeing/employeewellbeing/Pages/employeewellbeing.aspx


 
 

Dealing with complaints – formal resolution  

If resolution can not be found through informal methods or if it is not 
appropriate to tackle the behaviour informally, more formal resolution 
may be sought. The MOD policy on harassment and bullying (JSP 763) 
has all the details on how to take formal action as well as the sources 
of support to individuals pursuing formal resolution.   DBS provide 
information and advice to both individuals and managers on following 
formal resolution procedures.  

Whistleblowing  

Occurrences of bullying, harassment or discrimination are not in 
themselves covered under whistleblowing. However, if a whistleblower 
is subject to bullying, harassment or discrimination as a result of raising 
a whistleblowing concern it is very important that this is taken very 
seriously and dealt with formally. You should refer to the MOD 
Whistleblowing Policy for guidance.  

Formal action is appropriate when… 

• the incident that brought about the 
complaint is very serious  

• informal routes have been unsuccessful.  

Formal action is not appropriate when… 

• the employees concerned prefer to work 
together to resolve the problem.  

• the formal process may cause extreme 
distress to one or more employees for 
example because of a health condition – 
you should consider contacting 
Occupational Health advisers if you have 
any concerns on health grounds. See 
MOD Occupational Health policy.  

 

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/HarassmentandBullying/Pages/HarassmentandBullying.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/ConcernsandWhistleblowing/Pages/ConcernsandWhistleblowing.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/ConcernsandWhistleblowing/Pages/ConcernsandWhistleblowing.aspx
http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/CivHRPeoplePortal/Pages/OccupationalHealth.aspx


 
 

Looking forward and future proofing  

Organisational learning from previous episodes 

It is important that you take time to reflect on instances of bullying, 
harassment or discrimination to establish whether there are any 
lessons to be learnt and / or any further steps you should and could 
make to build a more inclusive culture.  

Occurrences of bullying, harassment or discrimination are serious and 
you should treat these as important organisational issues. Here are 
some ideas that you could take forward to help build on and promote 
and develop an inclusive culture.  

Consider sharing best practice from other departments.  

For example, each member of the Cabinet Office’s Executive 
Committee (ExCo) was asked to lead the development of an action 
plan to improve their people survey scores. Staff networks were 
empowered to review the action plans and ensure they were of a 
sufficient quality. The plans were then subject to further discussion and 
challenge at subsequent ExCo meetings.  

Measuring and responding  

By using data you can start to track your progress in building further an 
inclusive culture and use it to help you look for areas of focus for 
specific initiatives. Refer to the Understanding your current culture  
section for further information. 

Helping promote a culture of feedback 

Continual feedback is important for 
organisational and individual learning. You 
should promote a culture within your team 
and the organisation whereby regular 
feedback is encouraged and welcomed.  

You can do this by: 

• requesting and providing multi directional 
feedback  

• promoting 360 feedback techniques 

• making feedback a regular discussion 
point at your one to one meetings 

• have themes that your team regularly 
feedback on and use the meetings to 
facilitate suggestions for improvement.  



 
 

Feedback on this product  

The HR Gateway approach has been developed following feedback from 
departments and has been designed so that managers can quickly and 
easily find and understand the information they need. 

To check that the new guidance tools are meeting these aims, we would 
be grateful if you could answer a few short questions. This should only 
take a few minutes to complete.  

Feedback: Bullying, Harassment and Discrimination Gateway 
Survey 
 

https://www.surveymonkey.co.uk/r/3JX72QJ
https://www.surveymonkey.co.uk/r/3JX72QJ


Management and bullying (1) 
The table below explains the differences between strong management and bullying behaviour when tackling performance issues. 
(Based on research from the Chartered Institute of Personnel and Development, CIPD.) 

Addressing Performance 

Identifying the performance issue 

Strong Management 

Involves looking at all the 
potential reasons for poor 
performance e.g. people, 
systems, training and 
equipment, the need for a 
workplace adjustment for a 
disabled employee 

Bullying 

No attempt to identify the 
nature or source of the poor 
performance or for example 
equating the poor performance 
to the fact that the person is 
disabled 

Seeking the views of the team or individual 
to identify the cause of the unacceptable 
level of performance 

Agreeing new standards of performance 
with all team members 

Agreeing the method and timing of 
monitoring team performance 

Failure to achieve the standards of 
performance is dealt with as a 
performance improvement issue 

Recognising positive contributions 



Management and bullying (2) 
The table below explains the differences between strong management and bullying behaviour when tackling performance issues. 
(Based on research from the Chartered Institute of Personnel and Development, CIPD.) 

Addressing Poor Performance 

Seeking the views of the team or 
individual to identify the cause of the 
unacceptable level of performance 

Strong Management 

The team or individuals take 
part in looking for the source of 
the problems in performance 
and helps the manager to 
identify solutions for the whole 
team 

Bullying 

No discussion of the cause of 
the performance deficit, or 
opportunities for the team 
members to discuss their 
difficulties or blaming 
individuals for their poor 
performance  

Identifying the performance issue 

Agreeing new standards of performance 
with all team members 

Agreeing the method and timing of 
monitoring team performance 

Failure to achieve the standards of 
performance is dealt with as a 
performance improvement issue 

Recognising positive contributions 



Management and bullying (3) 
The table below explains the differences between strong management and bullying behaviour when tackling performance issues. 
(Based on research from the Chartered Institute of Personnel and Development, CIPD.) 

Addressing Poor Performance 

Agreeing new standards of 
performance with all team members 

Strong Management 

Involves setting and agreeing 
standards of performance and 
behaviours for each team 
member and the manager 

Bullying 

Imposing new standards 
without team discussion on 
appropriate standards of 
performance or behaviour  

Identifying the performance issue 

Seeking the views of the team or individual 
to identify the cause of the unacceptable 
level of performance 

Agreeing the method and timing of 
monitoring team performance 

Failure to achieve the standards of 
performance is dealt with as a 
performance improvement issue 

Recognising positive contributions 



Management and bullying (4) 
The table below explains the differences between strong management and bullying behaviour when tackling performance issues. 
(Based on research from the Chartered Institute of Personnel and Development, CIPD.) 

Addressing Poor Performance 

Agreeing the method and timing of 
monitoring team performance 

Strong Management 

Wherever possible the team or 
team member takes part in the 
monitoring process. The 
outcome of the monitoring is 
openly discussed 

Bullying 

Without agreeing standards, 
the monitoring can occur at 
any time and involve areas that 
are unexpected by team 
members 

Identifying the performance issue 

Seeking the views of the team or individual 
to identify the cause of the unacceptable 
level of performance 

Agreeing new standards of performance 
with all team members 

Failure to achieve the standards of 
performance is dealt with as a 
performance improvement issue 

Recognising positive contributions 



Management and bullying (5) 
The table below explains the differences between strong management and bullying behaviour when tackling performance issues. 
(Based on research from the Chartered Institute of Personnel and Development, CIPD.) 

Addressing Poor Performance 

Failure to achieve the standards of 
performance is dealt with as a 
performance improvement issue 

Strong Management 

Opportunities are taken to 
identify individuals who are 
struggling, and support is 
provided, for example agreeing 
and implementing a workplace 
adjustment for a disabled team 
member. Where individuals are 
unwilling to comply with the 
agreed performance 
improvement process and the 
standards that have been 
agreed, disciplinary action may 
be taken 

Bullying 

Individuals who fail to achieve 
the standards of performance 
are put under pressure to 
conform. This may include 
ridicule, criticism, shouting, 
withholding benefits, demotion, 
teasing or sarcasm 

Identifying the performance issue 

Seeking the views of the team or individual 
to identify the cause of the unacceptable 
level of performance 

Agreeing new standards of performance 
with all team members 

Agreeing the method and timing of 
monitoring team performance 

Recognising positive contributions 



Management and bullying (6) 
The table below explains the differences between strong management and bullying behaviour when tackling performance issues. 
(Based on research from the Chartered Institute of Personnel and Development, CIPD.) 

Addressing Poor Performance 

Recognising positive contributions 

Strong Management 

Recognises and rewards 
improvements in performance, 
attitude and behaviours 

Bullying 

With no monitoring, it’s 
impossible to recognise where 
there have been positive 
contributions. Rewards and 
recognition are therefore 
arbitrary and open to acts of 
favouritism. 

Identifying the performance issue 

Seeking the views of the team or individual 
to identify the cause of the unacceptable 
level of performance 

Agreeing new standards of performance 
with all team members 

Agreeing the method and timing of 
monitoring team performance 

Failure to achieve the standards of 
performance is dealt with as a 
performance improvement issue 



Self assessment questionnaire - building an inclusive culture 
Use the self assessment questionnaire to help you identify areas for further focus and personal reflection:  

Question Yes Sometimes No 
Do you delegate well to staff and are you happy to give them responsibility? 

Do you proactively seek out the views of others? 

Do you instill confidence in others?  

Are you proactive and open to feedback? 

Do you show respect to everyone? 

Can you say sorry when you’ve made a mistake? 

Are you open and honest about your mistakes and do you learn from them? 

Do you treat all of your staff/team fairly? Do you have favourites? 

Do you actively promote an “open door” approach? 

Do you champion a culture of respect and dignity? 

Are you “available” to listen to the views of others? 

Do you establish individual and team goals? 

Do you thank people for the work they do? 

Do you use feedback constructively? 

Do you try and praise people, rather than pull them up on their shortcomings? 

Do you put time aside to reflect and improve on your interpersonal relationships? 

Do you openly challenge unacceptable behaviour? 

Do you critically examine policies and procedures to make sure they’re fair to everyone? 

Now consider your responses to the questions. Are there areas that you think you can improve on? These are just some examples 
of behaviours that when done well will promote an inclusive culture and / or when your behaviour could be construed by others as 
intimidating or aggressive.  



Team session plan draft - Inclusive behaviours  

Session Lead Time (minutes) 

Intros/background/why are we talking about this now: 

• Why developing an understanding of behaviours is important to your business. 

• Mention any relevant People Survey information to frame the discussion. 

• Make it clear you are committed to making the working environment the best it can be. 

5 

What makes an inclusive workplace? 

• Discussion on what team members feel would make a workplace feel inclusive. 

• Then take key points from the room. 

10 

What counts as bullying, harassment and discrimination? 

• Group discussion – key points from the room. 

(Important to point out that active line management is not necessarily bullying)  

15 

Next steps – how do they want to build on this and what should next steps be? 10 



Team exercise: Desirable or undesirable behaviours  
Consider this exercise to help build awareness of behaviours within teams. Show the words/examples to 
your team and ask them to identify whether the behaviours/words are appropriate in the work place or 
not. There is no right or wrong answer for some of these examples.  



 
 

Negative acts and boundary behaviours 
It is important that all colleagues feel able to give their best at work. Review the unwanted behaviours at  
work and consider the questions below: 

1. Being treated unfairly compared to others in your workplace 

2. Your employer not following proper procedure 

3. Being given unmanageable workload or impossible deadlines 

4. Someone continually checking up on you when it is not necessary 

5. Having your opinions and views ignored 

6. Pressure from someone else to do work below your level of competence 

7. Someone withholding information which affects your performance 

8. Feeling threatened in any way while at work 

9. Intimidating behaviour from people at work 

10.Being shouted at or someone losing their temper with you 

11.Teasing, mocking, sarcasm, or jokes which go too far 

12.Persistent criticism of your work or performance which is unfair 

13.Hints or signals from others that you should quit your job 

14.People excluding you from their group 

15.Being treated in a disrespectful or rude way 

16.Being insulted or having offensive remarks made about you 

17.Gossip and rumours being spread about you or having allegations made 
about you 

18.Being humiliated or ridiculed in connection to your work 

19.Actual physical violence at work 

20.Being injured in some way as a result of violence or aggression at work 

21.Having key areas of responsibility removed or replaced with unpleasant 
tasks.  

 

 

 
Questions for you and your team 

 
1. Explain why some of these behaviours 

could, or could not, be perceived by 
others to be potential bullying, 
harassment or discrimination? 

2. Consider the possible impact of these 
behaviours, what should someone do if 
they witness or experience these 
behaviours at work?  

3. What advice would you give a friend in a 
similar situation. Would your answer be 
different from that provided at question 
2? 

4. How would you advise a friend who was 
the person exhibiting the negative 
behaviour? 

5. How can we take positive steps to limit 
the occurrence of these behaviours at 
work? What support may be useful? 

 



 
 

 
 

 
 

Mediation facts for managers (1) 

Introduction 

Mediation is a voluntary, confidential and informal process that 
helps you to talk through issues with your colleague(s) with an 
impartial mediator to find a way forward. 

Mediation can repair and maintain the working relationship by 
sorting out the problem through early constructive discussion which 
helps people find solutions that feel fair to everyone. 

Mediation offers a chance to get things off your chest in a confidential 
environment and hearing the situation from another person’s 
perspective can help your understanding of their behaviour. 

When to use 
mediation Further information Did you know? 

When compared to the costs of an 
investigation, mediation offers a cost 
effective method for resolving workplace 
disputes. 

The average cost of internal mediation is 
£160 plus Travel and Subsistence. 

The average cost of investigator time alone 
is between £2,500 - £5,000 

You can find out more about mediation in 
the MOD here. As well as in-house 
mediators, the MOD has access to trained 
mediators through the cross-government 
CS Mediation Service.  

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Mediation/Pages/Mediation.aspx


 
 

 
 

 
 

Mediation facts for managers (2) 

Introduction When to use 
mediation 

Mediation can be useful at any stage of a dispute but is most effective 
in the early stages.  It does not require you to lodge any formal 
proceedings against a colleague, and the outcome will not result in any 
formal measures, but rather a mutually developed agreement about 
how to go forward. 

Mediation is a suitable tool to help resolve a range of issues, including 
if: 

• You feel that you are being bullied, harassed  or discriminated 
against by a colleague 

• you have a grievance with a colleague that you would like to try and 
resolve informally first, rather than pursuing formal methods 

• you are involved in an apparently irresolvable dispute with a 
colleague which is affecting how you work together and is getting 
them down, or where the relationship has completely broken down 

Anyone can suggest mediation as a good way forward for resolving a 
workplace issue. You can express interest in mediation or somebody in 
the management chain may recommend it. You can find out more about 
mediation in the MOD here.  

Further information Did you know? 

Mediators are independent, impartial and 
professionally trained and accredited and are 
genuinely interested in helping resolve your 
situation. Mediators are not management 
representatives, they won’t take sides or judge 
who is right or wrong and will never impose a 
solution.  

The MOD has access to trained mediators, 
and also access to the Cross-Government 
Mediation Service, which is compiled of 
mediators from across the Civil Service. 

Most mediations are completed within 1 day, 
are completely confidential and usually take 
place away from the normal place of work.   

Employees need to take time away from 
ordinary day-to-day work; however, they will 
not have to apply for Annual Leave. As 
mediation is an attempt to restore good 
working relationships, the employee is not 
required to take the day off from work. They 
should consult with you as their manager to 
ensure that the session is arranged for a 
suitable day. An employee must still be paid 
for the time they spend in mediation.  

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Mediation/Pages/Mediation.aspx


 
 

 
 

 
 

Mediation facts for managers (3) 

Introduction When to use 
mediation Further information 

Employees are allowed to bring someone with them for moral support. 
This could be a colleague or Trade Union representative. However, if 
they have someone to accompany them, they may not be allowed in 
the private meeting with the mediator, or in the mediation meeting itself. 
They may be requested to wait outside whilst these meetings take 
place, to encourage parties to discuss and resolve their issues between 
themselves. 

All mediations are confidential and independent of your line 
management chain. Employees will be asked to sign a confidentiality 
agreement at the start of the session and all the notes from the 
mediation will be destroyed at its conclusion. Information revealed 
during mediation cannot be drawn upon as evidence if formal 
procedures are later pursued with the exception of an investigation into 
a serious criminal offence.   

Attempting mediation does not prevent you from pursuing formal 
procedures at a later date should you feel that the situation has not 
been satisfactorily addressed. However, any information discussed 
during mediation cannot be submitted as evidence in a formal 
procedure.  

If you have already lodged a formal complaint, you can still pursue 
mediation. The formal procedure will be put on hold whilst the 
mediation is pursued, and can be resumed if the mediation is deemed 
unsuccessful. 

 
I’ve decided that mediation would be a 

good way forward, what should I do next? 
 

Both employees must consent to taking 
part in mediation. Once employee’s consent 
has been obtained, follow the procedures 
set out in MOD mediation policy in order to 
set up the mediation.   

Steps to mediation 

http://defenceintranet.diif.r.mil.uk/Organisations/Orgs/HOCS/Organisations/Orgs/DBS/PeopleServices/ConductandBehaviour/Mediation/Pages/Mediation.aspx


Steps to mediation 

  

Mediation is 
identified as a 
good option to 

resolve a 
workplace issue. 

Manager contact Defence 
Business Services to 
arrange mediation, 

considering date, time and 
location. 

On the day, employees have 
at least one private meeting 
with the mediator(s) to put 

their side across. 

Once the mediator 
has met with both 
parties, they will 

bring them together, 
in order to discuss 

the situation 
considering both 

perspectives.  

The mediator will encourage open, 
honest discussion and will prompt 
both parties to explore the issues 
presented. The mediator will also 

act to ensure that everyone has an 
equal opportunity to present their 

views. 

The mediator 
will encourage 
both parties to 
try and reach 
agreement 

about how to 
go forward. 



 
 

 
 

DWP case study (1) 

Case study 

In DWP, The Finance Group Respect & Fairness programme was created following the 2012 Staff Survey which showed that an 
unacceptably high percentage of colleagues felt that they had been bullied, harassed or discriminated against in the workplace. 
The aim of the programme is to set values which Finance Group as a whole would agree with and commit to try to achieve. 

A Respect & Fairness statement was agreed by senior leaders and written into the Finance Business Plan. It was also used 
regularly to initiate discussions at all levels and to review where we had got to. The statement clearly sets out 9 values with the 
aim of creating a culture where staff feel treated with respect and fairness; where they are confident in having difficult 
discussions without retribution; and where they feel secure using the department’s support systems, policies and escalation 
routes where this is necessary.  

A large number of focus groups and one to one sessions were arranged and over 400 Finance colleagues shared their views in 
this way. These sessions allowed staff to speak openly in a safe, confidential environment generally about respect & fairness in 
their Directorates and also to give specific examples of why they felt they had been treated unfairly. This opportunity to provide 
open, honest and anonymous feedback gave senior leaders specific Directorate-by-Directorate information that allowed them to 
construct plans and activities to try to change the situation. Our colleagues embraced the opportunity to have open and frank 
discussions and most felt that senior commitment to the number and scope of sessions alone was different and made them 
more confident that their contribution would make a difference.  

This, however, meant that senior leaders had to follow through on their commitment so findings from the sessions were fed back 
to Directors and appear to have impacted and influenced change in many areas over time such as Reward and Recognition, 
Communication, Leading & Managing Change, the Induction process and Learning & Development generally across Finance 
Group thus helping to increase the engagement score overall.  A recent poll of colleagues in the Finance area has shown that 
the Respect & Fairness programme is well known and many colleagues feel that it is having a positive effect in the Group. 

Jon Fundrey, Finance Group Director General, says that “the main benefit was the ability to get under the issues for the first 
time. It’s always frustrating to see what feels like too high levels of staff reporting in the Staff Survey having witnessed or 
suffering bullying and harassment and it is very hard to get under the skin of it when you try and follow up. This process enabled 
me to have an intelligent discussion, still with the guarantee of anonymity, to understand what was driving it.” 

It was clear from the outset that the Finance Group Respect & Fairness programme was not going to be a quick win solution 
and we have now established the programme as a long term culture change initiative within the Group. 

 

Respect and fairness statement 



 
 

 
 

DWP case study (2) 

DWP case study Respect and fairness statement 

Communication – We communicate at all times with courtesy and care. Unnecessary hurt can be avoided by a little thought 
and extra care. Keeping in touch is an important part of our daily activity as it embodies respect and teamwork as well as 
clarity and timeliness of communication. Emails, especially, cannot replace a conversation. While we know they are a 
necessary part of working life, take time to think about the impact your email will have on recipients, given that you can’t 
explain, add or rephrase things as you can in a conversation. Sometimes a phone call is simply a better option.  

Diversity – Different perspectives, experiences and skills are valued as they create a rounded Group not locked into doing 
the same things in the same ways. It increases our capacity and creativity. In our working relationships we will treat others 
as we expect to be treated ourselves and we will be fair and consistent in approach with all team members.  

Development – Another aspect of our growing capacity and capability is our focus on the personal and professional 
development of all. We actively grow the capacity and capability of our members and encourage each other to develop as 
part of our drive for continual improvement in the personal, social and professional arenas.  

Respect – We treat all people with respect whether they are DWP colleagues, external colleagues or customers. We will be 
open to constructive challenge and respect each other’s points of view.  

Attitude – Whenever anyone encounters us they are struck by our positive attitude which always starts with ‘how can we 
help?’ Our fundamental approach to our work is positive, energetic and friendly.  

Reward & Recognition – We make full use of our reward and recognition system, regularly recommending colleagues for 
awards. In addition, we are good at recognising outstanding performances and behaviour and use a variety of ways of 
saying thank you even if it is simply saying ‘thank you’.  

Teamwork – We work best when we work as a team. Large or small, collaboration is good for us and we recognise that this 
makes us and our products stronger and better. We will always help out a colleague as best we can.  

Trust – We can speak our minds respectfully without fear that there will be reprisals and we give others the same 
opportunity and space to speak without fear. We acknowledge that the dissenting voice could be the one that stops us 
making a mistake and prevents our becoming complacent.  

Personal Accountability – We are confident and committed enough to provide a challenge when we see something 
happening that is not compliant with this statement of respect and fairness. 

 


