
Concern raised with FSUG

FSUG RAG rates issue:
Red - Patient safety, safeguarding, care, staff safety etc.

Amber - Incl. bullying, discrimination, harassment
Green - eg. general grievances

Given time of day, and RAG 
rating, does this need in-hours or 

out-of-hours Trust response?

In-
hours

Does FSUG know which manager 
to contact & is able to reach 

them?

Out of
Hours

FSUG raises with On-Call 
Manager by phone

(with support from on-call 
Director as required)

FSUG contacts relevant manager:
- Red - Phone first

- Amber / Green - email first
FSUG may also cc relevant Executive Director (depending on 

seriousness, urgency)

Manager acknowledges recepit to FSUG:
- Red - within 1 working day

- Amber - within 2 working days
- Green - within 3 working days

and agrees:
- immediate next steps

- timescales for next update

Manager gives immediate thought to:
- any wider potential patient safety or safeguarding concerns

- wellbeing of staff member who raised concern (if known)
- wellbeing of staff named/potentially involved

Escalate to Associate 
Director for Leadership, 
OD & Engagement (or 

nominated cross-cover)

YesNo

Manager tries to resolve concern, using appropriate process

Manager:
- Contacts staff member who raised concern (if known)

- Thanks for raising concern (if known)
- Discuss/agrees what resolution is appropriate/requested

- Investigate as required

Manager updates FSUG:
- Usually on a weekly (Red) or fortnightly (Amber, Green) basis

- When concern is resolved, or if it has not been possible to resolve 
and further FSUG support is required

Support from line 
manager's own 

manager, and/or FSUG, 
as required
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