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EXECUTIVE SUMMARY
Grievance handling systems in organizations like BSNL (Bharat Sanchar Nigam Limited) are crucial for maintaining employee
satisfaction, ensuring a positive work environment, and addressing concerns effectively. While specific details about BSNL's
internal processes might not be publicly available, I can provide you with a general outline of how a grievance handling system in
such a large organization might work:
Employees can submit grievances through various channels, such as online portals, email, dedicated grievance hotlines, or physical
grievance boxes placed in offices. Grievances can range from issues related to work conditions, harassment, discrimination, policies,
or disputes with colleagues or supervisors. Upon receiving a grievance, the system records the details ,including the nature of the
grievance, the person filing it ,date, and relevant context. A designated grievance redressal team or committee assesses the grievance
to understand its validity and seriousness.
The committee might conduct interviews, collect evidence, and talk to relevant parties involved. If the grievance is found to be
valid, efforts are made to resolve the issue. This could involve mediation, counseling, or other conflict resolution techniques. In
cases of harassment or discrimination, strict actions are taken against the guilty party, ensuring a safe working environment for all.
If the employee is dissatisfied with the initial resolution, there might be an escalation process where the grievance is reviewed by
higher management or an independent ombudsman. After the resolution, the system ensures that the agreed-upon actions are
implemented.
Feedback is collected from the aggrieved party to evaluate the effectiveness of the resolution process. Based on the types of
grievances received, organizations implement preventive measures such as training programs, policy revisions, or awareness
campaigns to avoid similar issues in the future.

L. INTRODUCTION
"Grievances" refer to concerns, complaints, or dissatisfaction expressed by individuals or groups regarding their experiences,
treatment, or conditions within an organization. These concerns can relate to various aspects such as employment practices,
workplace environment, policies, procedures, or interactions with others. Grievances may arise from perceived injustices, unfair
treatment, discrimination, harassment, or other issues that impact the well- being or rights of individuals within the organization.
Addressing grievances promptly and effectively is essential for maintaining a positive organizational culture and fostering trust
among stakeholders.

A. Grievance handling Mechanism

A grievances handling mechanism is a structured process designed to address and resolve complaints, concerns, or issues raised by
individuals within an organization. It typically involves clear procedures for lodging complaints, impartial investigation, and
accountability, fostering a positive work environment and enhancing organizational trust and satisfaction among stakeholders.

B. Scope of the study

The scope of a grievances redressal mechanis mis like the boundaries or limits of what it deals with and who it helps. It includes:
1) The different kinds of problem sit solves, like technical lissues or complaints about services.

2) The people or group sit helps, such as customers, employees ,or partners.

3) The steps it follows to handle complaints, from reporting to resolving them.

4) The thing sit needs ,like enough staff and tools to fix problems.

5) Making sure it follows the rules and laws.

6) Always trying to get better by listening to feedback and making improvements

©IJRASET: All Rights are Reserved | SJ Impact Factor 7.538 | ISRA Journal Impact Factor 7.894 | 5407



International Journal for Research in Applied Science & Engineering Technology (IJRASET)
ISSN: 2321-9653; IC Value: 45.98; SJ Impact Factor: 7.538
Volume 12 Issue IV Apr 2024- Available at www.ijraset.com

C. Need of the Study

The need for studying grievances redressal mechanisms lies in several key are as:

1) Improving Stakeholder Satisfaction: Understanding how grievances are handled allows organizations to address issues
effectively, leading to improved satisfaction among customers, employees, and other stakeholders.

2) Enhancing Organizational Efficiency: Studying grievances helps identify inefficiencies in processes or systems, enabling
organizations to streamline operations and allocate resources more effectively.

3) Maintaining Reputation and Trust: By promptly addressing grievances, organizations can uphold their reputation and build
trust with stakeholders, demonstrating their commitment to addressing concerns and maintaining high standards of service.

4) Compliance and Risk Management: Studying grievances ensures that organizations comply with legal and regulatory
requirements related to grievance handling, reducing the risk of legal consequences and reputational damage.

5) Driving Continuous Improvement: Examining grievances provides valuable insights for continuous improvement, enabling
organizations to identify recurring issues, implement preventive measures, and enhance overall performance.

1. BRIEFSUMMARY

A grievance is any discontent or feeling of unfairness and in the workplace, it should pertain to work. The objective of this report is
to determine the effective handling of the grievances faced by an employee. The study identifies the most common factor for arising
the grievances are wages and salary, working environment, promotions, transfer, lack of communication, inter- departmental
relationship, etc. The study also looks for the root of grievance faced by an employee, grievance handling techniques, and the
management procedures of resolving the grievances. Effective grievance handlingis an essential part of cultivating good employee
relations and running the organization smoothly, successfully and gaining the good productivity of work. The employer must
identify the cause of grievance and to find the possible way to redressal the grievance face by an employee in an organization.

S ESIUN

BSNL, formed on September 15, 2000, through the corporatization of the Department of Telecom Services, inherited its functions,
excluding those in Delhi and Mumbai. The government, during corporatization, ensured BSNL's viability by offering measures to
support its operations, even for socially desirable yet uneconomic services. BSNL is wholly owned by the Government of India,
with an authorized share capital of Rs. 1,50,000 Crores and a paid-up capital of Rs. 38,886.44Crores, which will increase to
Rs.2,10,000 Crores due to approved capital infusion. In FY 2022-23, its audited total income was Rs. 20,699 Crores. With expertise
in planning, installation, and maintenance of telecom networks, BSNL also boasts a world-class 1SO9000 certified Telecom
Training Institute.
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The telecom services provided by BSNL:

1)
2)

3)
4)
5)
6)

7)
8)

Wire line Services: Traditional telephone connections for voice communication.

GSM Moabile Services: Includes2G, 3G, and4 G networks for mobile communication. Offers a variety of value-added services
(VAS) to enhance user experience.

Internet and Broad band Services: Provide shigh —speed internet acces storesidentia land business customers. Offers Fiber to
the Home (FTTH) technology for direct connectivity.

Wi-Fi Services: Ensures seam less connectivity in public spacesan denter prises through Wi-Fi hotspots.

Data Center Services: Supports the storage, processing, andmanagement of digit alinformationforbusinesses and organizations.
Enterprise Data Services: Includes leased circuitsand MPLS VPN service stailored for corporate clients. Ensures secure and
reliable connectivity for businesses.

National Long Distance Services: Facilitates long-distance communication with in the country.

International Long Distance Services: Enables individuals and businesses to stay connected a cross geographical boundaries.

Each of these services underscores BSNL's commitment to leveraging technology to provide comprehensive telecom solutions to its
customers, addressing both traditional and modern communication needs

A.
1)

BSNL Vision

To bethe Leading Telecom Service Provider in India

BSNL aims to position itself as the premier telecom service provider in the country ,setting industry standards for reliability,
coverage, and innovation.

By continually enhancing its infrastructure, services, and offerings, BSNL seeks to solidify its market presence and emerge as
the preferred choice for customers nationwide.

Through strategic initiatives and investments, BSNL endeavors to expand its network reach and service capabilities, ensuring
that it remains at the forefront of the telecom industry in India.

To be a Customer-Focused Organization with Excellence in Customer Care and Marketing:

BSNL prioritizes customer satisfaction and loyalty by placing a strong emphasis on customer care and support.

By adopting customer-centric practices and personalized marketing strategies, BSNL aims to engage with customers
effectively, understand their needs, and delivertailored solutions.

Through continuous improvement in its customer service processes and channels, BSNL endeavors to provide a seamless and
responsive experience for its customers, building trust and loyalty over time.

Leverage Technology to Provide Affordable and Innovative Telecom Services/Products Across Customer Segments:

BSNL recognizes the importance of technological innovation in driving affordability and differentiation in the telecom market.
By harnessing the latest advancements in telecommunications technology, BSNL seeks to develop innovative products and
services that address the evolving needs of diverse customer segments.

Through cost-effective deployment strategies and efficient utilization of resources, BSNL aims to offer competitive pricing
without compromising on quality or service standards.

Additionally, BSNL remains committed to promoting digital inclusion by making its services accessible and affordable to all
sections of society, contributing to the nation's socio-economic development goals.

Mission

Becoming the Most Trusted Telecom Brand

Strive to be the preferred and admired choice for customers nationwide.
Focusondeliveringreliableservicesthatofferexcellentvalueformoney.
Aimtogeneratevalueforemployees,shareholders,vendors,andassociates.

Excellence in Customer Service
Provide friendly ,reliable ,and courteous customer service.
Ensure timely and convenient assistance for customer inquiries and issues.
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3) Tailored Products and Services
«  Offer differentiated solution scattering to diverse customer segments.
« Develop a marketing culture responsive to evolving customer needs.

4) Profit ability and Asset Optimization
« Maximize return son existing assets through sustained profitability.
« Maintain a focus on operational efficiency and revenue enhancement.

C. Objectives

1) Increase Sales Revenue*:

2) Accelerate Mobile& Data Services Expansion
3) Leverage Data Services for Growth

4) Streamline Decision Making

5) Develop Customer-Centric Marketing Team

6) Enhance Customer Careand Service Quality

7) Create Conducive Work Environment

8) Optimize Asset Utilization

9) Deploy Wi-Fi Hotspots and Upgrade Exchanges
10) Expand Fiber Network with FTTH

11) Suppor t National Development Initiatives

12) Improve Workforce Productivity:

13) Become Preferred Government Service Provider
14) Explore International Telecom Opportunities

SNL offers a wide range of telecom services with advanced technology, serving a customer base of 1,079.77 Lakh subscribers. Here
are the details:

1) Wire Line Services:

BSNL operates a vast switching network with 20,920 exchanges, providing 163.29 Lakh lines to serve 65.36 Lakh customers.

2) Wireless Services:

e BSNL's cellular services cover cities, National Highways, Rail Routes, and State Highways, with 1,014.41 Lakh mobile
connections against an equipped capacity of 1,142.94 Lakhs.

« Ithas 84,268 BTSs of 2G, 62,683 Node-Bs of 3G, and 8,638 e-Node-Bs of 4G technology.

o 3Gmobileserviceis availablein 6,283 cities/towns.

3) Broad band Services

« BSNL launched its broadband services in January 2005, offering wired broadband connections including DSL, FTTH, and ILL.
As of May 31, 2023, it has 36.09 Lakh wired broadband connections.

« BSNL also provides Wi-Fi broad band connections, serving5.51 lakhunique users.

« Additionally, it offers wireless broadband services on 3G and 4G networks, with a total of 212.39 Lakh connections as of May
31, 2023.

4) Value Added Services(VAS)
BSNL provide savariety of Value Added Services to both landline and maobile customers, typically through third-party partnerships
on a revenue-sharing basis.

1. LITERA TURE REVIEW
According to Aswathappa.K, a grievance can be defined as any feeling of discontent or dissatisfaction, regardless of whether it's
expressed or not, and whether it's considered validor not. It arises from anything connected with the company that an employee
perceives as unfair, unjust, or inequitable.
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Features of a grievance include:

« It can be voiced or un voiced by the worker.

o It may be writtenor unwritten.

o It can be validor considere dridiculous.

« It may arise from something connected with the company.

The formal mechanism for addressing a worker's dissatisfaction is known as a grievance procedure. Procedures for resolving
employee grievances may vary based on factors such as organizational structures, decision-making processes, or the size of the
company. Large organizations typically have formal grievance procedures involving a series of steps.

Wyman (1971)In 1971, Wyman suggested that executives should provide a written solution to distressed subordinates regardingthe
outcome of grievance resolution. He emphasized that unlike oral responses, written answers must adhere to established protocols set
by management. Written responses should be devoid of any extraneous details and strictly focus on addressing the grievance.
Aprinted response is essential for grievance management as it serves as a record, particularly if the same issue arises in the future.
Recorded grievance resolution results arealso necessary if the grievance is escalated to the next step in the grievance procedure,
asper the Industrial Harmony Code for Conduct.

Karambayya and Brett (1989) Intheir1989research, Karam bayya and Brettidentified four roles that managers play in handling

employee grievances.

1) The first role is the cross-examining role, where managers retain control over both the process and outcome. They impose their
own ideas, make final decisions, and enforce their own suggestions for the future.

2) The second role is the meditational role, where managers ask employees questions about conflicts, solicit suggestions from
them, and try to incorporate their ideas into proposed solutions.

3) The third role is the technical organizer role, where managers designate the procedures for handling disputes and strictly
enforce those rules.

4) The fourth role is the motivational role, where managers rely on motivational control through the use of both fears and
incentives. If disputes cannot be resolved during meetings, managers anticipate potential outcomes and apply pressure to
encourage a timely settlement

Chaykowski & Slotsve, (1992); Tan, (1994). lvancevich (2001)Chaykowski & Slotsve (1992) and Tan (1994), along with
Ivancevich (2001), highlight that supervisors should handle grievances with care. They should gather all relevant facts, conduct
thorough investigations, and provide responses. Once the grievance is resolved, managers should address any additional issues that
may arise

Some of the studies regarding the grievance handling mechanism have been mentioned below:

1) Grievance Handling Procedure in ITES Companies by M.R. Vidhya.

"Grievance Handling Procedure in ITES Companies™ by M.R. Vidhya, any discontent or dissatisfaction experienced or perceived by
an employee in a company, if not addressed properly, is considered a grievance. When employees join a company, they have certain
expectations, and if these expectations arenot met over time, discontent arises, which can manifest as grievances if not handled
effectively. No company is entirely free from grievances, but every company should have a proper mechanism for addressing them.
Grievances serve as upward communication, alerting management to potential problems in advance. Grievances can be real or
imagined, valid or invalid, genuine or false. Addressing employee grievances is crucial as they can lead to unhappiness, frustration,
low morale, and negatively impact production.

2) Effectiveness of Grievance Handling procedures-*“A study of Bhilai Jaypee Cement limited”” byMs. Madhavi Sukhdani

Jai Prakash Associates Limited (JAL) and Steel Authority of India Limited (SAIL) entered into a Shareholders Agreement on March
21st, 2007, marking thelargest joint venture between SAIL and a private corporation. Under this agreement, SAIL would contribute
26% of the total equity, with the remaining 74% being contributed byJAL. The joint venture company ,named
"BHILAIJAYPEECEMENT LIMITED"(BJCL), was incorporated on April 11th, 2007, in collaboration with Steel Authority of
India Ltd. (SAIL), aiming to produce 2.2 MTPA of cement in Bhilai & Satna.
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Theemployeestrengthfortheclinkerisationplantwas400. Inlarge organizations like this, where there are numerous personnel across
various levels, it becomes challenging for managers to monitor each individual or be involved in every aspect of the work.
Therefore, having a grievance procedure in place is essential. The primary value of a grievance procedure lies in its ability to
minimize discontent and dissatisfaction, which can have adverse effects on cooperation and productivity. This paper aims to study
the effectiveness of the grievance handling procedure at Bhilai Jaypee Cement Limited.

(AVA GRIEVANCEHANDLINGMECHANISM

A grievance is any dissatisfaction or feeling of injustice having connection with one*s employment situation which is brought to the
attention of operation. Speaking astronomically, a grievance is any dissatisfaction that negatively affects organizational relations and
productivity. To understand what a grievance is, it's necessary to distinguish between dissatisfaction, complaint, and grievance

1) Dissatisfactionisanythingthatdisturbsanhand,whetherornottheuneasinessisexpressed in words..

2) Complaint is a spoken or written dissatisfaction brought to the attention of the supervisor or the shop steward.

3) Grievance is a complaint that has been formally presented to a operation representative or to a union functionary.

According to Michael Jucious, ,, grievance is any disgruntlement or dissatisfaction whether expressed or not, whether valid or not,
arising out of anything connected with the company which an hand thinks, believes or indeed feels to be illegal, unjust or
inequitable In short, grievance is a state of dissatisfaction, expressed or unexpressed, written or unwritten, justified or unjustified,
having connection with employment situation.

A. Features Of Grievances

The crucial features of grievances are

1) Complaints: Grievancesgenerallyinvolvecomplaintsordissatisfactionexpressedby individualities or groups.

2) Formalorinformal:Grievancescanberaisedformallythroughsanctionedchannels  within associations or informally through
exchanges or emails.

3) Conflict: Grievances frequently arise due to conflicts between individualities, departments, or operation and workers.

4) Resolution: The thing of addressing grievance sis to find are solution that satisfies the concerned parties and improves the
situation.
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5) Documentation: Grievances may need to be documented for legal or record-keeping purposes.

6) Feedback: Addressing grievances provides organizations with valuable feedback on areas that need improvement.

7) Procedures : Many organizations have specific procedures in place for handling grievances, outlining steps to be taken and
individuals responsible for resolution.

8) Communication :Effective communication is crucial in addressing grievances to ensure all parties understand the issues and
potential solutions.

9) Prevention: Proactive measures can be taken to prevent grievances from occurring, such as creating a positive work
environment and providing avenues for feedback and discussion.

10) Resolution Time frame: Grievances should ideally be resolved in a timely manner to prevent escalation and maintain trust
within the organization.

B. Causes Of Grievances

Grievances may occur due to a number of reasons:

1) EconomicReasons:Employeesmightdemandhigherwages,feelunfairlytreated regarding bonuses or overtime pay, or perceive
inequalities in pay compared to others.

2) Work Environment: Grievances can arise from poor working conditions like inadequate lighting, space, or equipment, as well
as unfair rules or lack of recognition.

3) Supervision: Employees may object to their supervisor's attitudes, feeling biased, favoritism, or discriminated against due to
factors like caste or regional affiliations.

4) Organizational Changes: Grievances can stem from changes in company policies or practices, causing discomfort or
dissatisfaction among employees.

5) Employee Relations: Issues like conflicts with colleagues, feelings of neglect, or victimization can lead to grievances.

6) Miscellaneous: Other grievances may involve violations related to promotions, safety, transfers, disciplinary actions, leaves, or
medical facilities.

C. Effects of Grievances

Grievances, if not identified and redressed, may adversely affect workers, managers, and the organization.
The effects are the following:

1) On Production

«  Poor qualityof output

o Decreased productivity

« More material wastage and machinery damage

« Higher production costs perunit

2) On Employees

« More absent eeismandturnover

« Reduced commitment ,sincerity ,and punctuality
e Increase daccidents

« Lowermoraleamong employees

3) On Managers

« Strained relationships between managers and subordinates

e Increased need for supervision and control

« More cases of indiscipline

« Risingun rest, necessitating measures to maintain industrial peace

D. Types of Grievances

1) Economic Grievances: Related to wages, bonuses, overtime pay, or perceive dine qualities in compensation.

2) Work Environment Grievances: Stemming from poor working conditions such as inadequate facilities, equipment, or safety
measures.
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3) Supervision Grievances: Arising from issues with the behavior or actions of supervisors, such as favoritism, bias, or unfair

treatment.

4) Organizational Policy Grievances: Concerning changes in company policies, procedures, or practices that affect employees
negatively.

5) Interpersonal Grievances: Resultingfromconflictsordisputesbetweenemployees, including harassment, discrimination, or
bullying.

6) Disciplinary Grievances: Involvingdisputesoverdisciplinaryactionstakenagainstemployees, such as warnings, suspensions, or
terminations.

7) Promotional Grievances: Relatedtoissueswithpromotions,demotions,transfers,or career advancement opportunities within the
organization.

8) Miscellaneous Grievances: Covering a range of other issues such as leave policies, medical benefits, training opportunities, or
workload distribution.

E. Grievance Handling Process
A grievance procedure is a way for employees to address their concerns internally. It's often included in collective bargaining
agreements and involves steps to resolve disputes.

Here's how it typically works:

1) Initiation: Employees bring their grievance to their immediate supervisor, either informally or formally using a written
grievance form. This must usually happen within a specified timeframe after the incident.

2) Review: The supervisor and union representative assess the grievance to determine its validity. Three outcomes are possible: no
valid grievance, resolution, or escalation to the next step.

3) Escalation: If unresolved, the grievance moves up the company hierarchy, often involving higher-level supervisors and union
representatives.

4) Arbitration: If the grievance remains unresolved, an outside arbitrator maybe brought in. This typically involves senior leaders
from both sides.

An effective grievance procedure provides a way for employees to address concerns, potentially preventing serious issues or legal

action.

a) Three possible outcomes may occur at this stage of the process

At this stage of the process, three outcomes are possible:

«  The supervisor and union representative may find no valid grievance.
« The grievance may be resolved satisfactorily.

o Ifnotresolvedtotheemployee“ssatisfaction,itadvancestothenextstep.

The next step involves the next level of supervisor. In most union environments, the employee is represented by the union and is not
present. If unresolved, it moves to a higher level of company management and potentially a higher-level union representative.

If still unresolved at the highest levels, an outside arbitrator may be called in. This typically involves senior leaders from both sides.
An effective grievance procedure provides a mechanism for employees to resolve concerns, potentially preventing serious issues or
litigation.

b) Need for a Formal Procedure to Handle Grievances
Agrievancehandlingsystemservesasanoutletforhandfrustrations,discontents,andgripes like a pressure release value on a brume boiler.
workers don't have to keep their frustrations bottled up until ultimately disgruntlement causes explosion. The actuality of an
effective grievance procedure reduces the need of arbitrary action by administrators because administrators know that the workers
are suitable to cover similar gest and make demurrers to be heard by advanced operation. The very fact that workers have a right to
be heard and are actually heard helps to amelioratemorale. In view of all these, every association should have a clear- cut procedure
for grievance running.
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F. Grievance Handling Procedure

Under two common types of grievance procedures:

1) Open Door Policy

In an open door policy, employees are encouraged to bring their grievances directly to higher levels of management without any
formal barriers. This approach promotes transparency and accessibility, allowing employees to discuss their concerns with
supervisors, managers, or even top executives.

2) Step-Ladder Policy

In a step-ladder policy, grievances are addressed through a structured series of steps. Typically, employees must first discuss their
concerns with their immediate supervisor. If the issue remains unresolved, they can escalate it to higher levels of management,
following a predetermined hierarchy or ladder of authority. This approach ensures that grievances are addressed systematically and
progressively.

G. Five Steps To Use To Conduct A Grievance Procedure In A company
To conduct a grievance procedure effectively, follow these five steps:

1) Step#1: Raise the grievance verbally

Encourage employees to first raise their grievance verbally to see if it can be resolved. This step is suitable for minor incidents that
can be resolved through discussion, such as disagreements or minor conflicts. However, it's important not to insist on resolving
serious matters informally, as it may be seen as disrespectful to the employee.

2) Step#2: Lodge a written complaint

Advise your employee to lodge a written complaint. It's essential to support your employee throughout this process. As a manager,
showing emotional intelligence means being able to encourage grievances without taking them personally. Remember, having
grievances is natural in any workplace; it's how you manage them that matters.

During the induction phase and when an employee raises a grievance, guide them through the process and explain how to complete
the grievance form effectively. The complaint should include:

« The factual basis of the grievance

« The individual(s) against whom the grievance is lodged

o  The date and time of the incident

«  The specific company policy or employee action that's allegedly violated

e The desired resolution or solution sought

Encourage the employee to provide as much detail as possible, including dates, times, people involved, and a precise description of
the incident. This thoroughness will help in addressing the grievance effectively.

3) Step#3:Investigatethe grievance

This process can occur either with both parties present (the grievant and the accused) or through separate investigations. After
investigating, it's crucial to bring both parties together for a discussion. Your mediation skills are key in resolving the issue
effectively.

e During the discussion:

« Listen to both parties attentively.

« Maintain a neutral role throughout.

«  Stresstheneedforabusiness-orientedsolution,emphasizingthatbothpartiesmust resolve the matter for the benefit of the business.

«  Guide the conversation towards finding a satisfactory resolution that allows both parties to return to work.

« Ifaworkrule has been violated, consider referring the matter to a disciplinary enquiry.

« Aim to resolve the issue promptly, usually within three to five days.
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Thel5th session of the Indian Labor Conference in 1957 highlighted the necessity of an established grievance procedure acceptable
to both unions and management. In the subsequent 16th session, a model for a grievance procedure was formulated, aiding in the
creation of grievance machinery. This model outlines specific steps to be followed for addressing grievances:

1)
2)

3)

4)
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Step#4:Hold a grievance hearing

Hold a grievance hearing with both parties present, allowing each to present their side of the story. Listen carefully to
understand what will resolve the matter, as the complainant often seeks an apology.

Ensure to provide an outcome within the timeframe specified in your company's grievance procedure ,typically within three to
five days. Delaying the resolution can lead to distraction and decreased productivity.
Ifunabletomeetthestipulatedtimeframes,informthegrievantandextendtheperiod while actively working towards resolution.

Step#5: Lodge further grievances with senior management

Your policy should include provisions for the next steps if the grievant is not satisfied with the response or if the matter remains
unresolved within the specified time frame. If you are the subject of the grievance, the next step typically involves referring the
matter to the next level of management. This step should also have a timeframe, usually between three to five days.

Following these steps will enable you to conduct an efficient grievance procedure.

Grievance Procedure In Indian Industry

Step 1: The grievance is submitted to the departmental representative, a management representative, who must respond within
48 hours.

Step 2: If the departmental representative fails to resolve the issue, the aggrieved employee can escalate it to the head of the
department, who must provide a decision within 3 days.
Step3:Ifstillunsatisfied,theemployeecantakethegrievancetotheGrievanceCommittee. The Committee then submits its
recommendations to the manager within 7 days. The final decision of the management, based on the Committee's report, must
be communicated to the employee within three days If the grievance remains unsettled:

Step 4: The case may be referred to voluntary arbitration, a binding adversarial dispute resolution process where parties choose
arbitrators to render a final decision after a hearing. Key elements include voluntary submission of disputes and attendance of
witnesses.

Grievance Redressal Mechanism under Industrial disputes Act

The objective of the Industrial Disputes Act 1947 is to secure industrial peace and harmony by providing machinery and procedure
for the investigation and settlement of industrial disputes by negotiations. This act deals with the retrenchment process of the
employees, procedure for layoff, procedure and rules for strikes and lockouts of the company.

Step Ladder Procedure

Aggneved
Employee Step Ladder Procedure
Departmental
Representative l
Head of the
a8 Department
w
H Grievance
o 3 Committes l
u -
= D 7
a Chief Executive —
y - |
v Voluntary
s D Acrbitration
a
|
+ v v s v

Settlement of Grievance

©IJRASET: All Rights are Reserved | SJ Impact Factor 7.538 | ISRA Journal Impact Factor 7.894 |




International Journal for Research in Applied Science & Engineering Technology (IJRASET)
ISSN: 2321-9653; IC Value: 45.98; SJ Impact Factor: 7.538
Volume 12 Issue IV Apr 2024- Available at www.ijraset.com

V. RESEARCH/EXPLORATIONMETHODOLOGY
Research/Exploration is defined as a" careful disquisition or inquiry, especially through the hunt for new data in any branch of
knowledge.
A project, on the other hand, is a systematic presentation that includes a formulated hypothesis, collected data, analysis of the facts,
and proposed conclusions presented in the form of recommendations.

A. Kind of Research

The research conducted is descriptive research, which focuses on describing situations rather than making predictions or
determining cause and effect.

In survey method research, participants respond to questions either through interviews or questionnaires. Researchers then describe
the responses provided. To ensure the reliability and validityof the survey, it's crucial that questions are constructed properly. They
should be clear and easy to comprehend for participants.

B. Research Design

The research design refers to the method and procedure specified to acquire the information necessaryto address orsolveaproblem. It
encompasses the overall operational framework of the project, outlining what information is to be collected from which sources and
through whatprocedures. Theresearchdesignarrangesconditionsfordatacollectionandanalysisina manner that aims to balance
relevance to the research purpose with efficiency in procedure.

C. Data Analysis

The data analysis was based on units, age, years of experience, and various factors. Simple average method was used for analysis to
ensure that the survey findings are easily understandable by all.

Method of Data Collection:

The researcher opted for the questionnaire method due to time constraints. When designing the data collection procedure, measures
were taken to ensure safe guards against bias and unreliability.
Thecollecteddatawereexaminedforcompleteness,comprehensibility,consistency,andreliability.

Additionally, secondary data were gathered from sources such as journals, historical documents, magazines, and reports prepared by
other researchers. The following methods were used for the present research: Questionnaires Interviews Observation

D. Sampling And The Method Used

Sample Design: Care was taken to select the sample based on considerations such as age, sex, and work experience of respondents
to ensure better representation of the heterogeneous population. However, the sample design was that of “convenience sampling" or
"haphazard sampling"” only.Timeconstraintsandthesizeofthepopulationweremajorfactorsindeterminingthe choice of sample design.
Sample Size: Asamplesizeof50.Questionnaireswererandomlyadministeredtoemployees from different units.

Statistical Tools Used: Thestatisticaltoolsthatisbeingusedfordatacollectionandanalysisinclude: Pie Charts Tables

E. Methodology

« Everyprojectreliesonaspecificmethodology,whichsystematicallyguidesthe problem-solving process or achievement of its
objectives. According to Clifford Woody, Research Methodology involves defining and redefining problems, collecting,
organizing, and evaluating data, making deductions, and arriving at conclusions.

« The methodology used in this project follows these steps:

« Defining the objectives of the study.

« Developing a questionnaire aligned with the objectives.

«  Gathering feedback from employees.

e Analyzing the feedback.

« Drawing conclusions, presenting findings, and providing suggestions based on the analysis.
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VI. DATAANALYSISANDINTERPRETATION
1) s work culture supportive in your organization?

OPTIONS RESPONDENTS PERCENTAGE
MOSTLY 30 61.2%
RARELY 3 6.1%%
SOMETIMES 14 28.6%
NOTATALL 2 4.1%

TOTAL 50 100%

Table.5.1 Supportive culture in the organisation

Is work culture supportive in your organization ?

49 responses

o Interpretation: During the study it was found that the organization culture is mostly supportive for its employees.

A

2) How often you face grievance in your organisation?

@ mostly

@ Rarely
Sometimes

@ Not at all

Chart.5.1Supportivecultureintheorganisation

OPTIONS RESPONDENTS PERCENTAGE
MOSTLY 12 24%

RARELY 17 34%
SOMETIMES 19 38%
NOTATALL 2 04%

TOTAL 50 100%

Table5.2Grievancefacing

How often you face grievance in your organization

50 responses

@ mostly

@ Rarely
Sometimes

@ Not at all

Chart5.2Grievance facing

o Interpretation: The employees which have been working for quite a time face grievances sometimes in the organization.
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3) Most of your grievances are related to:

OPTIONS RESPONDENTS PERCENTAGE
Work Environment 15 30%
Supervision 3 06%
Workgroup 12 24%
Economic(Salary,Reward, Incentives) 13 26%
Sociallnjustice 7 14%

TOTAL 50 100%

Table5.3Grounds related to grievances

Most of your grivance are related to
50 responses

@ Work environment
@ Supervision
Workgroup
@ Economic(Salary ,reward,incentives)
@ Social

Chart5.3Groundsrelatedto grievances

e Interpretation: Most of the grievances are related to work environmentas30% of the employees have reported this as ground for
grievance.

4) Who do you report/share if you have any grievances?

OPTIONS RESPONDENTS PERCENTAGE
Superior 19 38.8%
Colleagues(discussion) 11 22.4%
FunctionHead 07 14.3%
Headof HRdepartment 12 24.5%
TOTAL 100 100%

Table5.4Sharingof Grievances

Wo do you report /share if any grievances?
49 responses

@ Superior
@ Colleagues
Functional head
@ Head of HR department

38.8%

Chart 5.4 Sharingof Grievances

o Interpretation: Instead of going to the senior authorities the employees mostly share their grievances with their colleagues or
their superior.
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5) How often you complaints and grievance being taken care off?

OPTIONS RESPONDENTS PERCENTAGE
MOSTLY 20 40%

RARELY 22 22%
SOMETIMES 16 32%
NOTATALL 03 6%

TOTAL 50 100%

Table5.5Grievancestakencareoff

How often you complaints and grievances being taken care off?

50 responses

@ Mostly
@® Rarely
Sometimes

a @ Not at all

40%

Chart5.5 Grievances taken care off
o Interpretation: The grievance sin the organisationaremostlytakencareoffas48 employees have reported the same.

6) How much times your superior takes on a complaint (duration of handling process)?

OPTIONS RESPONDENTS PERCENTAGE
2 Weeks 8 16.3%

6 Weeks 3 6.1%

Indefinite 8 16.3%
Dependsuponlevel 30 61.2%

TOTAL 50 100%

Table5.6Duration of Handling Process

How much time your superior takes on a complaint(during handling process)?
49 responses

@ 2 weeks
@ 6 weeks
indefined
@ Depends upon level

w

Chart5.6Durationof Handling Process

o Interpretation: The time taken to solve the grievance of the employees depend upon the level of grievances.
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7) To what level the Management is effective in grievance settlement?

OPTIONS RESPONDENTS PERCENTAGE
Completely 06 12%

Toacertain extent 22 44%

To a satisfactory 18 36%

Notat all 04 8%

TOTAL 50 100%

Table5.7 Effectiveness of Grievance Settlement

To what level the management is effective in grievance settlement?

50 responses

8%

44% E

Chartb.7Effectiveness of Grievance Settlement

@ Completely

@ To certain extent
» To a satisfactory

@ Not at all

Interpretation: The grievance handling system is effective to certain extent the grievances get attended and employees get

satisfied with the decision.

8) Does the upper Management pressure main reason for Grievance—

OPTIONS RESPONDENTS PERCENTAGE
Yes 33 67.3%

No 16 32.7%

TOTAL 50 100%

Table5.8Role of Upper Management

Does the upper management pressure main reason for grievance

49 responses

@® Yes
® No

Chart5.8 Role of Upper Management

Interpretation: The upper management does not takes an active participation in the grievance handling when the situation goes

out of control.
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9) Are you satisfied with the existing grievance settlement system of your company?

OPTIONS RESPONDENTS PERCENTAGE
MOSTLY 16 32%

RARELY 09 18%
SOMETIMES 21 42%

NOTAT ALL 4 8%

TOTAL 50 100%

Tableb.9 Satisfaction Regarding settlement

Are you satisfied with the existing grievance redressal system of your company?

50 responses

@ Mostly

@® Rarely
Sometimes

@ Not at all

Chart5.9 Satisfaction Regarding settlement

o Interpretation: The employees in the organisations are very much satisfied with the grievance handling mechanism that has
been adopted by the organization.

10) Is the decision taken by the top management related to your grievance is satisfactory?

OPTIONS RESPONDENTS PERCENTAGE
MOSTLY 17 25%

HARDLY 14 34%

PARTLY 18 36%

NEVER 1 2%

TOTAL 50 100%

Table5.10 Satisfaction Regarding The Role of Top Management

Is the decision taken by the top management related to your grievance is satisfactory?

50 responses

@ Mostly
@ Hardly

Partly
@ Never

Chart5.10SatisfactionRegardingTheRoleOf Top Management

o Interpretation: It is found during the whenever the upper management actively takes interests in the grievance handling the
employees have partly accepted their decisions and mostly are found to be satisfied with the same.
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VII. FINDINGS AND SUGGESTIONS

A. Findings

1) Most of the employees find that the work culture in the organization is very much supportive. But at times they face grievances
which are mostly related to salaries, incentives and the work environment.

2) The employees discuss their grievances with their superior rather than the HR head. Also the grievances are taken care off most
of the times.

3) Majorly the problem relies with the superior who takes decision according to level of Greivances and take in defined time to
reply to the grievances reported to them. Also the management participates in the grievance handling only to a certain extent
when the situation goes out of reach of the senior managers.

4) The employees aren't much satisfied with the grievance handling ,they get satisfied sometimes only and also feel that the
management participate actively in the same.

5) Employees find that the informal way to solve their problems proves out to be more suitable. Also that their grievances actual
basis is not found out but yes the seniors listen to them actively.

6) The grievance handling system is faulty as the employees aren't continuously informed the progress of their grievance handling
but yes the seniors try to solve the problems verbally and create a healthy environment.

7) The employees do not seem to be satisfied with the decisions taken regarding their grievances as there is not much follow ups
post decision making.

8) Also the committee set-up to solve the problems does not actively participates to solve the problems.

B. Suggestions

Fortheeffectiveworkingoftheorganisationthecompaniesshouldconsiderthe following:

1) Training on Communication, body language(concerning behavioral aspects)

2) Education and training on Employee Morale.

3) AwarenessprogramregardingtheESlandPFbenefits,variouslaborlawsand employee welfare schemes.

4) DiscussionontheVisionandMissionstatementsofthecompanyandthewaysto achieve.

5) More clarity on roles and responsibilities to be carried out by individuals (Duties and rights).

6) Education on Occupational safety.

7) Awareness on importance of education.

8) Employees participation, suggestion, ideas need to be encouraged by the supervisor which will surely motivate the employees
and will result in higher level of job satisfaction. This cannot be done immediately and it will not be encouraged by all
employees suddenly, it will take time to be involved. Still it is very good for the employees as well as the company.

9) A system of suggestion box can be implemented which will facilitate the employees to give their suggestion to improve the
organization and the performance of the employees as well.

10) Since most of the employees in production and manufacturing level are uneducated open door sessions can be carried out so
that they will feel easy to express their problems.

11) Time barrier must be fixed to solve problem at different levels which will encourage the employees to express their grievance.

12) The problems should be solved considering their importance, urgency and implications.

13) Counselling of employees need to be carried out periodically which will help the organization to the problem of employees and
to solve them which will increase the job satisfaction as well as increase in the efficiency of the employees.

14) Informal counseling helps to address and manage grievances in the workplace.

15) The management can interact well with the employees whenever there is a problem or grievance. This will make the employee
to explain the problem properly. This should be done with no perceptions and no favor.

16) Job descriptions, responsibilities should be as clear as possible. Everyone should be informed of company’s goals and
expectation including what is expected from each individual.

VIIl.  CONCLUSION
Grievance procedures are related to other attitudinal measures and the actions of shop servants in the grievance procedure It's
procedures have been set up to relate to union commitment, employer commitment and binary commitment. The grievance
procedure provides a means for relating practices, procedures, and executive programs that are causing hand complaints so that
changes can be considered still, the operation platoon comprising of the CEO, applicable Heads of Department( Jugs), If the
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organization is unionized. This is needed contractual obligation because when an employer recognizes a union, it acknowledges that
the union represents all workers within the compass of the collaborative agreement. Communication with the workers can be carried
out through notices or leaflets, followed up staff meetings for the purposes of carrying feedback, addressing enterprises and
furnishing assurances. In a unionized organization, the operation should accept the Trade Union’s backing in communication
because generally, workers are more open to communication from the Trade Union. Administration should insure that the
grievances should be entered and stable instantly, so that the workers get the necessary intelligence of satisfaction. As former stated,
redressal of the grievances is a must to save good labor operation relations and artificial peace. therefore, the operation should
certify that the grievance should be entered and settled instantly, so that the workers get the essential sense of satisfaction. The
worried hand approaches the frontal line administrator first. However, a representative of trade union also links the administrator in
handling the grievance, If the concern is unionized. All grievances cannot be resolved in this step, as these may be beyond the
authority and capability of the director. In the coming step, the mid-level director, generally the labor force officer, along with amid-
union officer attempt to attack the grievance. In the third step, the top administration and top union leaders be seated together to
settle grievances concerning company wide issued. However, it's appertained to an external adjudicator for redressal, If the
grievance keeps on unsettled.
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ANNEXURE
DearSir/Madam
I am a student of GALGOTIAS UNIVERSITY, GREATER NOIDA. | am doing my MBA. As part of mycurriculum I have selected
GRIEVANCE REDRESSAL MECHANISM as my project work. Thus, I am submitting my questionnaire to your kind opinion.

This questionnaire is only for the study*s purpose. Thanking you
e Name:
e Gender:

0 Male [ ]
[0 Female[ ]

o Age:

> 19-25 [ ]

> 26-30 [ ]

» 3land above[ ]
Educational qualification:

» Higher secondary[ ]

> Diploma [ ]
> Undergraduate [ 1]

> Post graduate [ 1]

Marital status:
» Married [ 1]

» Unmarried[ ]

1) s work culture supportive in your organization?

e Mostly

e Rarely

e  Sometimes

e Notat all
2) How often you face grievance in your organisation?

e Mostly

e Rarely

e  Sometimes

e Notat all

3) Most of your grievances are related to:
e Work Environment
e  Supervision
e  Workgroup
e Economic(Salary, Reward, Incentives)
e Social Injustice

4) Who do you report/share if you have any grievances?
e  Superior
e Colleagues(discussion)
e FunctionHead
e Headof HRdepartment
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5) How often you complaints and grievance being taken care off?

e Mostly

e Rarely

e  Frequently
e Notatall

6) How much times your superior takes on a complaint (duration of handling process)?

e 2 Weeks
e 6 Weeks
e Indefinite

e Depends upon level

7) To what level the Management is effective in grievance settlement?
o Completely
e Toa certain extent
e To asatisfactory
e Notatall

8) Does the upper Management pressure main reason for Grievance—
e Yes
e No

9) Areyousatisfiedwiththeexistinggrievancesettlementsystemofyourcompany?
Mostly

Rarely

Sometimes

Not at all

10) Is the decision taken by the top management related to your grievance is satisfactory?

e Mostly
e Hardly
o Partly
e Never
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“ Grievances” relate 10 entarposes, complaents, or dissatisfactson espressed Oy mdeadualities or groups regandeng their
QESTS | reatment, Of CONITIoNSs WwaAThin an association Thase emerprises can relate 10 colorful aspects similar a5
employment practices, workplace terrain, programs, procedures, or refatsons with others Grievances may arise from
perceived shafts, illegad treatment, demarcation, @Enportunity, or other itaues that impact the well- being or rights of
ciradualities within the msociation Addressing grievances instamly and effectively & essemial for mantairsng a positive
orgarisational culture and fostering trust among stakeholders. GRIEVANCE runrang Medsum A grievances handling
medeam B a stnuctured process desagned to address and rezolve complaints, eaterprnies, or nsues raicved by individoalities
Wwithen an associaton It generally nvolves chear procedures for lodgeng complaints, unprejudiced disquisstion, and
msporsibility, fostering a positive work tarrain and enhancng organaationasd trust and satisfaction among stakeholders
compass OF THE STUDY The compass of & grevances redressal medium s like the boundaries or limits of what it deals
with and who it hefps. it indudes 7 The different kinds of problems It solves, e specialized issues or complaints about
sarvices. 2. The peopie or groups it helps, shmillar 35 guests, workers, or matas 3. The way it folloas 1o handle complaents,
Fom reporting to resobaing them. 4. The effects @t neods, like encugh stalf and tooks to fix problems. 5. Making sure it
fcllows the rules and lawsz 6 Always trying to get better by harkerming to feedback and making advancernents NEED OF
THE STUDY The need for studying grievances redressal mechanisrma lies @ several crucial arcas 1. porfecting Stakeholder
Satisfaction Undarstanding how pgrevances are handled allows assockanions 10 address issues effectively, keading 1o
bettered satinfaction among guests, workers, and other stakeholders. 2. Erfvancing Organizational Efficiency Studying
greevances helps sdentity Inefficenceas s processes or systems. enabling assocations to streamine operations and alocare
offers more effectively. 3 Maintaireng Character and Trust By imtantly addressing grevances, sssociations can uphold
hesr character and make trust with stakeholders. demonstrating Thes commitment o addressing enterprises and
maEntaireng high norms: of service 4. Compliance and thurat operation Studying grsvances ensures that sssociatsons
misbehave with kegal and nonsupenasory conditons related to grevance runneng, reducing the threst of legal
consequences and reputational damage. 5. Drineng norstop enhancerment Exasmining grievances provides preciows
perceptraty for nonstop enhancement. enabling assocations to identify recreating isswues, apply preventatne measwures,
and enhance overall performance. 8SNL formed on September 15, 2000, through the corporatization of the Department of
Tebocom Sewvices, Inhernited as functions. barming those a Delhi and Mumnbas The government, during Coporatizstson
amsured BSNL s viabhdity by offering measures 1o support its operations, indeed for socially desrable yet unsconomec
sarvices. BSNL s wholly possessed Dy the Goverrvment of ndia. with an sarctoned share capitad ofiils Crores and a paid-
up capital offa. 38 686 .44 Croces, which will increase toRs. Crores due 1o approved capital infunion InFY 2022- 23 as
asdned 1ot ncorme wasfs. 20699 Crores With masse in plarming, sstallation, and conservation of telecom networks,
BSENL alho boasts a workd - clazs 50 S000 certified Talecom Traiming nstitute The telecom services handed by 8SNL 1.
Wirelne Services Tradmmsonal telephone CcoNNacThons for voece CoMmmunscatson 2. GSM Moble Servwces ncludes 26, 3G, and
4G networks for mobtile cormemuracation. Offers a variety of value - added secvices( VAS) to enhance stoner easperience. 3.
marmet and Sroadband Sermces Provides high- speed intermet access 10 domestic and business guests Offers Fiber to the
Home! FTTH) t=chnology for direct connectivity. 4 Wi- 5 Services Ersures flawless connectivity s public spaces and
enterprses twough Wi- fi notspots. 5. Data Center Services Supports the storehouse. processing. and operation of digital
nformation for bunnesses and associationm. & Enterprine Data Services nchudes leazed Grouits and MPLS VPN services

P Vit 3

acclimatzed for comwnearcial guests Ensures securs and dependable connectivity for businesses. 7 Natonal Long Destance
Services Facistates long - distance commumnication within the country. B intermational Long Cestance Services Enables
ndeadualities and businesses 1o stay connected Mross geographecad Doundaries Each of These SeEnsCes UNderscoras
BSNL's commitment to wing technology to gnve comprehonurce telecom results 1o s guests, addressang both traditional
and uitramodern comemurscation Nneeds BSNL VISION 1. To be the Leading Tedecom Service Provider In Indis - 3SANL aarmes to
slace itself az the premier tefecom service provider in the country, setting assidusty norms for trustabaity, content, and
Fwentkon - By continualy enhanong ITs strncture. senvices, and mmolatrons, BSNL seeks 1o soldity its request presence
and crop as the favored chokce for guests natonwide. = Thvough stratege emerprise and Investments, SSNIL trials to
expand s network r2ach and service capabilities, soing that i remains at the van of the 1elacom assasduity n india. 2. To be
& client- corcentrated Organizaton with Excellence in dient Care and Marketing - SSNL priontzes deant satisfaction ana
Sdelty by piacng a strong emphasss on chent Care and SUPPOorN. = By espousing dhant- centric pracices and substantiated
marketing strategies. BSNL aims: 1o engage with guests effectively, undemstand their requirements,. and deliver acclienatized
msults -« Throwugh nonstop enhancement in its client serace processes and channels, BSNL trials 1o give a ffaadess and
msponsive experience for its guests, erecting trust and fidelity over time. 3 influence Techinology to give Affordatiée and
mnovative Tdecom Seneces/ Products Acois clieat parts » BSNL recogrises the sgnificance of technologic sl inmvention e
driving affordability and olation in the telecom request - B8y employing the rearmmost advancerments
wlecommumications technology. BSNL seeks 10 dewwlop mnovative products and sewices that address the evokang
mqueramens of different clent parts = Throuph cost-effective deployment strategies and effective application of coffers
BSNL awns 1o offer competitine Dacing without compromisang on guality or service norms = also, BSNIL remans married to
proenoting degetad addition by making s senaces accessible and Sffordable 10 a8 sections of socety, contntuting 1o the
NAThON'S SO~ profitable development pratensions. MISSIKON 1. getting the utmost Tnsted Telecom Srand = Sirve to be
the favored and admeed chosce for guasts natonwide. = Focus on delivering depeandabie secvices that offer excellent value
for plutocrat. » Aim to induce value for workess, shareholdern, merchancimers, and sssociates.
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CHAPTER-3

UTERATURE REVIEW

According to AswathappaK, a grievance can be defined as any feeling of discontent or dissatisfaction, regardiess of
whether it's expressed or not. and whether it's considered valid or not. It arises from anything connected with the company
that an employee perceives as unfair, unjust, or inequitable

Features of a grievance include
It can be voiced or unvoiced by the worker.
It may be written or unwnitten.
It can be valid or considerad ridiculous.
It may arise from something connected with the company.

The formal mechanism for addressing a worker’s dissatisfaction is known as a grievance procedure. Procedures for
resolving employee grievances may vary based on factors such as organizational structures, decision-making processes, or
the size of the company. Large organizations typically have formal grievance procedures involving a series of steps.
Wyman (1971)In 1971, Wyman suggested that executives should provide a written solution to distressed subordinates
regarding the outcome of grievance resolution. He emphasized that unlike oral responses, written answers must adbere to
established protocols set by management. Written responses should be devoid of any extraneous details and strictly focus
on addressing the grievance.

A printed response is essential for grievance management as it serves as a record, particularly if the same issue arises in the
future. Recorded grievance resolution results are also necessary if the grievance is escalated to the next step in the
grievance procedure, as per the Industrial Harmony Code for Conduct.

Karambayya and Brett (1989) In their 1989 research, Karambayya and Brett identified four roles that managers play in
handling employee grievances.

1. The first role is the cross-examining role, where managers retain control over both the process and outcome. They
mpose their own ideas, make final decisions, and enforce their own suggestions for the future

2 The second role is the mediational role, where managers ask employees questions about conflicts, solicit suggestions

Page2ol3

from them, and try to incorporate their ideas into proposed solutions

3 The third role is the technical organizer role, where gers designate the proceduras for handling disputes and strictly
enforce those rules.

4. The fourth role is the motivational role, where managers rely on motivational control through the use of both fears and
incentives. If disputes cannot be resolved during meetings, managers antidpate potential outcomes and apply pressure ta
encourage a timely settlement

Chaykowski & Slotsve, (1992); Tan, (1994). lvancevich (2001)Chaykowski & Slotsve (1992) and Tan (1994), along with
Nancevich (2001), highlight that supervisors should handle grievances with care. They should gather all relevant facts,
conduct thorough investigations, and provide responses. Once the grievance is resolved, managers should address any
additional issues that may arise

Some of the studies regarding the grievance handing mechanism have been mentioned below:

1. Grievance Handling Procedure in ITES Companies by MR. Vidhya.

“Gri Handling P dure in ITES Companies” by M.R. Vidhya, any discontent or dissatisfaction experienced or
perceived by an employee in a company, if not addressed properly, is consi d a gri e. When ploy joina
company, they have certain expectations, and if these expectations are not met over time, discontent arises, which can
manifest as grievances if not handled effectively. No company is entirely free from grievances, but every company should
have a proper mechanism for addressing them. Grievances serve as upward communication, alerting management to
potential probiems in advance. Gnievances can be read or imagined, valid or invalid, genuine or false. Addressing employee
grievances is crucial as they can lead to unhappiness, frustration, low morale, and negatively impact production

2. Effectiveness of Grievance Handling procedures-"A study of Bhilai Jaypee Cement limited” by Ms. Madhavi Sukhdani
JaiPrakash Associates Limited (JAL) and Steel Authority of India Limited (SAIL) entered into a Shareholders Agreement on
March 21st, 2007, marking the largest joint venture between SAIL and a private corporation. Under this agreement, SAIL
would contribute 26% of the total equity, with the remaining 74% being contributed by JAL.

The joint venture company, named “BHILAI JAYPEE CEMENT
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an outside adjudicator may be called in This generally involves clderly leadecs from both sides. An effective grievance
procedure provdes a medium for workers 1o resolve enterprises, potentially precluding serious Bszues or action Need for a
Formal Procedure to Handle Grievances A grievance handling system serves as an outlet for hand frustrations, discomtems,
and gopes Bee a pressure release value on a brume boller. workers don't have 1o keep their frustratsons bottled up until
uitimately desgruntiement causes expliosion The actuality of an effective grievance procedure raduces the need of aitrary
action by admenistrators because adminestrators know that the workers are sultable 1o cover semilar geste

and make demurrerns to be heard by advanced operation. The very fact that workers have a right to be heard and are
actually heard helps to ameliorate morale. In view of all these, every smzociation shoulkd have a dear- cut proce ~ dure for
grevance runmng. GRIEVANCE running PROCEDURE Under two commaon types af grevance proceduwres 1. Open Door
Folicy in an open door policy, workers are encowraged to bring their grievances directly to advanced situatiors of
operation without any formal walls. Thia approach promotes tramlucency and availability, allowing workers to bandy their
enterprines with administrators, directors, or indeed top directors. 2 Step- Graduation Policy In a step- graduation policy,
greevances are addressad through a structured serkes of way. generally. workers must first bandy thee enterprises wath their
mmediatesupendsor Hosever, they can ascalste i 1o advanced situations of operaton, following a destined scale or
graduation of authority, if the issue remains undeterminaed Thes approach ensures that gaevances are addressed 1otally
and precipitownly. FIVE way TO USE TO CONDUCT A GREVANCE PROCEDURE IN A COMPANY To conduct a grievance
procedure effectivaly, follow these five way Step® 1 Rasse the grevance verbally Encourage workers 10 first ralse their
grevance verbally to see # it can be resobved This step & suitable for minor ncidents that can be resolved through
discussion, similar as dissensions or manor conflicts. 51l it's #nportant not to contend on resohing sernous matters
informally. a1 it may be seen a dircowteous to the hand. Step# 2 Lodge a written complaint Advise your hand to lodge a
wotten complaint. i1's essential to supEort your hand throughout this process As a diwector, showing emational
iNndoigence means being suitable 1o encowrage grievances without taking them téte-a-téte Flamh back, having grievances
B natural in any plant, 175 how you manage them that matters. During the mmduction phase and when an hand raeses &
grmvance, guide them through the process and explain how to © = the gnevance foem effectively. The complaint
should include The factuad base of the grevance The existent( s} agaenst whom the grevance is lodged The date and time
of the incident The specific company policy or hand action that s alliegedly violated The asked resolution or result sought
Encourage the hand 1o give as important detall as possible, induding dates, times, peophe Involved. and & precise
dewcription of the incident. This thoroughness willl help in addresting the grievance effectively. Step# 3 probe the grievance
* Thes process can do esthers with both partkes present( the grievant and the indicted) or through separate examinations
After probing, #t"s preotal 1o bring both parties together for a dincussion. Your agreement chops are crucial in resolving the
ssue effectively. = During e discussson « hear 10 both parmes attentrvely. = Maintaan a neutral part throughout. « Stress the
need for a business- scquainted result, emphasizing that both parties must resolve the matter for the benefit of the
business. « Guide the discussson towards chancing a satisfactory resobution that allows both parties to return to work. = If &
work rulle has been violated, corsider pertaireng the matter to a comectional enguiry. « A to resohee the issue instanthy,
generally within thrae to frve days Step® 4 Hold a grievance hail Hold & grievance hall with both partkes present. allowing
each to present their side of the story. hear predsely to understand what will resolve the matter, o the plaints#f frequently
seeks an reason, Insure to geve an outgrowth wathin the timeframe specified In your comoany’s grevance procedure

P 10t 2

generally within three to five days Delaying the resclution can lead to distraction and dropped productiaty. if unfit to
meet the guestad tme frames, nform the grievant and extend the penod while aboriously workang towards resolution
Sep# S Lodge further grievances with elderddy operation Youwr policy should include wittles for the comang way # the
greevant isn't satisfied with the response or i the matter remains undetermined within the specified timeframe However,
the comeng step generally involves pertaining the matter to the comeng position of operation, if you're the subpect of the
grevance. This step should also have a tmeframe, generally between three to five days. Folloasng these way will enable
you to cornduct an effective grievance procedure.

GRIEVANCE PROCEDURE IN INDIAN Assiduity The 15th son of the Indian Labor C n 1957 d the
necessity of an established gr P o P ble to both uni and i

in the posterior 16th sewsion a model for a grievance procedure was formudated, abetting in the creation of grievance
minetry. This moded cutines specific way to be folowed for addressing grievances STEP 1 The grievance is submitted 1o
the depantmenta representatine. & operation representathve. whio must respond within 48 howrs. STEP 2 if the
departmenta reprasentative fails 10 resolve the isswe. the dspleased hand can escalate it 10 the head of the department,
who must geve a decsion wathin 3 days STEP 3 If stll ursatsfied. the hand can take the grievance 10 the Grevance
Committes, The Comwrettee also submits its recommendatons 10 the director withen 7 days. The final decision of the
aperation, grourdad on the COmMmMITIee’s report, must be communscatad 10 the hand withen three days If the grievance
remans unsettied STEP 4 The case may be appertained to voluntary arbitration, a st inemical dinagreement resciation
Process where parties choose judges to render & final decision after & hall
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an outside adjudicator may be called in This generally involves ciderly leaders from both sides. An effective grievance
grocedure provides a medium for workers 1o resolve enterprnes, potentially precluding serious ssues or action Need for a
formal Procedwre to Handle Grievances A grievance handlng system serves as an outlet for hand frustrations, discoments,
and grpes Moe 3 pressure release value on a brume boller. workers don't have to keep thew frustrations bottled up until
uttemately disgruntlement causes explosion The actuality of an effective grievance procedure raduces the need of arbstrary
action by adrmenistrators because adminstrators know that the workers are suitablle 1o cover simdar geste

and make demurress to be heard by advanced operation. The very fact that workers have a ight to be heard and are
actually heard helps to ameliorate maorale. In view of al these, every ssociation shoudd have a dear- cut proce ~ dure for
grievance running. GRIEVANCE running PROCEDURE Under two common types of grievarce procedures 1. Open Door
Folicy in an open door policy, workers are encowraged to bring thewr grievances directly to advanced situation of
cperation without any formal walls. Thin approach promotes tramlucency and availability, allowing workers to bandy their
enterprises with administrators, directors, or indeed top directors. 2 Step- Geaduation Policy In a step- graduation policy,
grevances ae addressed through a structured senes of way. generally, wockars must first bandy thae enterprises with their
mmediatesupendsor However, they can escalate 1 10 advanced situations of operation, following a destined scale or
graduation of authority, i the issue remaens undeterminad. This approach ensures that grevances are addressad 10tally
and precipitownly, FIVE way TO USE TO CONDUCT A GRIEVANCE PROCEDURE IN A COMPANY To conduct a grievance
procedure effectreslly, follow these five way Steps 1 Rasse the grievance verbally Encowrage workers 1o first raise their
grievarnce verbally to see of it can be resobved. This step & suitable for minoe incidents that can be resolved through
discusskon, similar as dssenssons or menor conflicts. stll, it's smportant not to contend on resohang serlous matters
mformally, & it may be seen as discowrteous to the hand. Step# 2 Lodge a weitten complaint Advise your hand 1o lodge &
written complaint. it°s esseatial to support your hand throughout this process. As a dicector, showng emational
inteligence means being wuitable 1o encowrage grievances without taking them 18te-a-téte. Flmh back, havang grievances
5 natural n any plant. i1's how you manage them that matters. During the mmduction phase and when an hand rases &
grevance, guide theem through the process and explsin how to compliete the goevance form effectrvely. The complaint
should include The factuad base of the grevance The esistent( 5) aganst whom the grevance is lodged The date and time
of the incident The specific comgany policy or kand action that & allegedly violated The asked resolution or resalt sought
Encourage the hand 1o give as important detall as passible, mduding dates, times, people involved, and 3 precsse
dewcription of the incident. This thoroughness will help in addressing the grevance effectively. Step# 3 probe the grievance
* Thes process can do ether with both partes present( the grievant and the indicted) or through separate examinations
After probiing, it"s pivotal to bring both parties together for a dacunsion. Your agreement chops are crucial in resolving the
ssue effectively. = During the discusson « hear 1o both parties attentively. = Maintaen & neutral part throughout. = Stress the
need for a buniness- acquainted result, emphasizing that both parties must resolve the matter for the benefit of the
business. « Guade the discussson towards chancng 3 satsfactory resobution that allows both parties to return to work. « If &
work rule has been wolsted, comider pertainng the matter to s correctional enguiry. « A to resobve the lssue irmtamly,
generally withen theae to five days. Step® 4 Hold a grievance hall Hold a grievance hail with both parties pgresent, allowing
each to present their side of the story. hear precsely to understand what will resolve the matter, aa the plaintilf frequently
seeks an reason. insure to gve an outgrowth wathin the timeframe specified In your company’s grevance proceduwre
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generally within three to five days. Delmying the resclution can lead to dintraction and dropped productaaty. # unfit to
meet the questad time frames, nfoom the grievant and extand the penod while Iaboriowsly working towards resodution
Sep# S Lodge further gricvances with elderly operation Your policy should include vittles for the coming way if the
greevant Bn't satisfied with the response or #f the matter remains undetermined within the specified timeframe However,
he comang step generally involves pertalneng the matter to the comang position of operation, i you're the sutyect of the
greevance This step should Jso have a tmeframe, generally between three 1o five days. Folloang these way will enable
you to conduct an effective grievance procedure.
GRIEVANCE PROCEDURE IN INDIAN Assiduity The 15th son of the Indian Labor Conf n 1957 d the
ity of an d gri P i P ble to both and i
in the posterior 16th sewmsion a model for a grievance procedure was formudated, abetting in the creation of grievance
mirestry. This model outlines specific way to be folowed for addressing grievances STEP 1 The grievarce is submitted to
the depanments reprasentstve. 3 operstion representative, who must réspond within 48 howrs. STEP 2 if the
departmenta representative fails 1o resolve the issue, the despleased hand can escalate 11 10 the head of the department,
who must geve a decision within 3 days STEP 3 If stll ursatisfied, the hand can take the grievance 10 the Grevance
Committes. The Comvrettee also submits its recommendations 1o the director withen 7 days. The final decision of the
operatson, grounded on the Committee’s report, must be communecated 1o the hand withen three days If the grevance
remains unsettied STEP 4 The case may be appertaned to voluntary arbitration, a st Inémical dsagreement resolution
Frocess where parties choose judges to render a final decision after o hail
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an outssde adjudicator may be called In Thes generally nmvolves alderly leaders from both sides An effective grievance
procedure provdes a medmm for workers 10 resolwe enterprises. potentially precluding semnous issues or action Need for a
Formal Procedure to Handle Grievances A grievance handling system serves as an outlet for hand frustratiors, discontents,
and gripes Boe a pressure release value on a brume boiler. workers don’t have to keep their frustrations bottied up wntil
ultimately disgruntiement causes explosion The actuality of an effective grievance procedure reduces the need of arbitrary
action by adminiztrators because adminstrators know that the workers are suitablde to cover semilar geste

and make demurrers to be heard by advanced operaton. The very fact that workers have a nght to be heard and are
actually neard heldps to ameliorate morale. In view of Jll These. every assockstion should have a dear- cut proce ~ dure for
grevance runnng. GRIEVANCE running PROCEDURE Urder two common types of gnevance procedures 1. Open Door
Folicy = an open door poliy, workers are encowraged 10 brng thew gaevances dractly 10 advanced situations of
operaton without any formal walls This approach promotes translucency and avallability. alloasng workers 10 bandy thelr
anterprnes with admenistrators, directors, or indeed t1op directors. 2 Step- Geaduation Policy In a step- graduston polcy,
grevances are addressed through a stnactured senes of way. generally, workers mmust first bandy thesr erterprises with their
" dlatesupenisor b . they can escalate it to advanced situatiors of operation, following a destined scale or
graduation of authority, # the issue remains undetermined. This approach ensures that grievances are addressed totally
and precipitowsly. FIVE way TO USE TO CONDUCT A GREVANCE PROCEDURE IN A COMPANY To conduct a grievance
procedure effectively, follow these five way Step# 1 Rane the grievance verbally Encowrage workors to first raise their
greevance verbally to see i It can be resodved This step s sultable for minos mcidents that can be resolved through
discussion, similar as dissenuions or manar conflicts. stll, it's Emportant not to contend on resoihving serious matters
formally. as It may be seen as discowteous 1o the hand, Step® 2 Ladge a wontten complaint Adwise your hand 10 lodge a
written complaint. '3 essential to support your hand throughoun this process Az a director, showing emctional
nMellgence means being sultable 10 encourage grievances without taking them te-a-téte. Flash back, hawng grevances
B natural in any plant; "3 how you manage them that matters. During the induction phase and when an hand ranes a
grevance, guide them through the process and esplan how 1o compiets the grevance form effectrvely. The complamt
should include The factual Base of the grievance The existent( 3) aganst whom the grievance is lodged The date and time
of the mcldent The specific company policy or hand action that s abegedly violated The asked resoluton or result sought
Encourage the hand 10 give as smportant detail as possible, induding dates, times, people involved, and a precise
description of the inddent Thes thoroughness will help n addressing the grievance effectively. StEp® 3 probe the grevance
« This process can do exther with both parties present( the grievant and the indicted) or through separate examinations.
After probing, it's preota 10 Dring Both parties together for & dscussion. Your agreement chops are cruckal in resolving the
Esue effectively. « During the dincunsion « hear 1o both parties attertively. « Maintsin a neutral part throughout. » Stress the
need for @ business- acquainted result, emphasizong that both pares must resolve the matter for the benefit of the
business. « Guide the dincunsion towards chancing o satisfactory resclution that allows both parties to return to work « If a
work rule has been wolated, consider pertalneng the matter to a comacnonal enquary = Am 1o resobve the Issue Instantly,
generally withan thees to five days Step# 4 Hold a grievance hail Hold a grisvance hail with both parties preserst, allowing
aach to present thelr side of the story. hear preasely to understand what will resolve the matter, as the plalntff frequently
ek an reazon. inswre 1o give an outgrowth within the timeframe specified in your company’s grievance procedure.
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generally withen three to five days Delayng the resolution can lead 10 dutracthon and dropped productnty. i unfit to
meet the quested time frames, inform the grievant and extend the period while Iaboriowsly workeng towards resclution
Sweps S Lodge further grievances with elderty operation Your policy should include wittles for the comeng way of the
grievant an't satisfied with the resporse or i the matter remairnm undetermined within the specified timeframe However,
the coming step generally involves pertaining the matter to the coming pasition of operation, #f you're the sulyect of the
grevance Thin step thould afio have a taneframe, gonerally between three to five days. Folloasng thete way will enable
YOu 10 conduct an effective grievance procedurs.
GRIEVANCE PROCEDURE IN INDIAN Assiduity The 15th sson of the Indian Labor Conf n 1957 d the
ity of an d gr P =2 P bile to both and
0 the posterior 16th session a madel for a grievance procedurs was formulated, abetting In the creatkon of grevancs
mirestry This model outhnes spacific way 10 be followed for addressing grevances STEP 1 The grievance is submitted 1o
the depanmental representative, a operation representative, who must respond within 48 howrs. STEP 2 if the
departmental representative fails 1o resolve the lssue, the displeated hand can escalate @t 10 the head of the department,
who must geve a decision within 3 days. STEP 3 I still ursatisfied, the hand can take the grievance to the Grievarce
Commities. The Comwnittee alio submits its recommendations to the director within 7 days. The final decison of the
operation, grounded on the Commemittee”s repart, must be communicated to the hand within theee days If the grievarce
remmasns unsettied STEPR 4 The case may be appertaned 10 voluntary abitration. & kst Inemecal disagreement resolution
process wheee parties choose padges 1o render & final decisson aftar & hadt
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Exploration METHODOLOGY explaration it defined 2: a™ careful disquiition or inquary, especially therough the hunt for new
data in any branch of knowledge ” A desagn, on the other hand, is a methodical donation that includes a formulated thesis,
mected data, analysis of the data. and proposad conclusions presented n the foom of recommendations. KIND OF
RESEARCH The esploration conducted s descoriptive exploration which focuses on describeng situathons rather than malkang
Prognostications or determineng cause and effect In check system exploration actors respond to quastions either through
nNanaess or questionnaires. Expersmenters also desaibe the responses handed. To Inswure the trustabdny and validity of
the check, iT's pevotal that questions are constructed duly Thay should be clear and easy to comprehend for actors
exploration DESIGN The exploration design refers 1o the system and procedure specified 1o acquire the irdormation
necessary to addross or beeak a 151 it enc 2] the overall functional frame of the design outlining what
mdormation & to be collected from which sowtces and through what procedures. The exploration design arranges
conditions for data collection and analiysit in a manner that aims to bal £ ility to the joration purpose with
effectiveness in procedure. DATA ANALYSES The data analyais was grounded on units, age, times of experience. and colorful
Bctors. Senple average system was used 1or 3nalysis 10 nsure tThat the check fendings are fluently accessible by M system
of Data Coaction The expernmenter decided for the questonnaers system due 1o time constraints, When desigreng the
data cOBection procedure. Mmeaswres ware taken to inswe safeguards against blas and urrasliabdety. The collected data were
examined for absoluteness, comprehersixn@ity. thickniess, and trustabiity. alta secondary data were gathered from sowrces
similar as pournads, literal documents. Magadines, and raports pregared Dy other experimenters The following styfes were
wned for the present exploration Questionnaires Interviews Observation SAMPLING AND THE systern USED SAMPLE
DESIGN Cara was taken to elect the sample grounded on comsiderations similar as age. contus, and work experience of
mpliers to insure better representation of the mscellanecus population. still, the sarmgie design wan that of” corversence
shce” or” erratic sfice” only. Thme constraants and The size of the pOpUASTION were magor factors in determining the chosce of
sxrple dezign Sample Sice A sample size of 50. Questionnaires were aimlessiy acdmanistered to workers from different
wunits Statistacal Tools Used The main statistical tools used for data collection and analysss in this design inchude Ple Tharts
Tables METHODOLOGY » fvery detsign relies on a spedfic methodology. whech totally guides the problem- workdng process
or achesvement of its Obpacts Acconding 10 Ckfford Woody, Research Methodology Involves defining and reconsaderning
prablerms, collecting, organizing, and assessing data, making deduction, and arrining at corclusions. « The methodaology
used & thes design follows thesa way =- Defining the obgects of the study. » Developing a quesTionnasre aligned with the
cbyects « Gathering feedback from workers. « assaying the feedback « Draawng conclusions, presenting findings, and
furnishing suggestons grounded on the analysis. CHAPTER- 6 « DATA ANALYSIS AND INTERPRETATION CHAPTER- 6 DATA
ANALYSES AND INTERPRETATION 1) Is work culture prob N your son? OFTIONS Repliers PERCENTAGE
substantially 3063 2 mfrequently 36 1 occasionally 14268 6 NOT AT each 24 7 TOTAL 50 100 Table 5 7 probative adture in the
arganisation Map 5.1 probative culture in the crganization INTERPRETATION During the study it was set up that the
SSSOOEton culture s substantially probative for its workerns 2) How frequently you face grevance n your organssation?
OPTIONS Repliers PERCENTAGE substantially 12 24 Infrequently 17 34 occasonally 15 38 NOT AT each 2 08 TOTAL S0 100
Table5.2 Grievance facng Map5 2 Grievance facing INTERPRETATION The workers which have been workang for quite &
time face grievances occaionally in the association 3} utrmmost of your grievances are related ta OPTIONS Replers
PERCENTAGE Work Ernaronment 15 30 Supervision 3 06 Workgroup 12 24 profitabde( paymenm. price. impulses) 13 26

P Y 0 2

Social njustice 7 12 TOTAL 50 100 TablieS 3 Grounds related to grisvances Map5.3 Grounds reated to grievarces
INTERPRETATION utmost of the grievances are related 1o work 12rraln as 30 of the workers have reported this as ground
for grievance. 4) Who do you report/ share # you have any grevances? OFTIONS Repliers PERCENTAGE Supenor 193838
Associates! discussion) 1722 4 Function Head 07143 Head of HR depantment 1224 5 TOTAL 100 100 TaltdeS 4 panscipatng
of Grievanoes Map5 4 pancipating of Grevances INTERPRETATION rather of goeng to the elderly authonties the workers
substantially panake thair gnevances with thes collegues or thes supanor. 5) How frequently you complaents and
grevance being taken care off7 OPTIONS Repliers PERCENTAGE substantially 20 40 Infrequently 22 22 occasionally 16 32
NOT AT ALL D3 6 TOTAL 50 100 Tabie5 S Grievances takeon care off Map 5.5 Gricvances taken care off INTERPRETATION The
grievances in the organisation are substantially taken care off as 4B workers hawve reported the same. 6) How smportant
Sres your superor takes on a complamt{ duration of handling process)? OPTIONS Regliers PERCENTAGE 2 Weekas B16E3 6
Weeks 36 1 Indefinite 8163 Depends upon poxition 3061 2 TOTAL SO 100 TatdeS 6 Duration of Handlng Process MapS.6
Duration of Handling Process INTERPRETATION The time taken 10 break the grievance of the workers depend upon the
position of greevances. 7) To what posstion tha operation & effectrve In grievance agreement? OPFTIONS Replers
PERCENTAGE fully 06 12 To a carntain @xtent 22 44 To a satistactory 8 36 Not at 3l 04 8 TOTAL 50 100 Tabde5 7 Effectivensss
of Grievance Setthament Map5 7 Effectivenass of Grievance Sattlement INTERPRETATION The grievance handling system s
effective 10 cortain extent the grievances get attendad and workers get satiasfied with the daecsion 8) Does the wpper
cperation pressure maen reason for Goevance - OPTIONS Regpliers Chance Yes 3367.3 No 16327 TOTAL 50 100 TatéeS 8
part of Upper Management
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