
 

Grievance Handling Procedure 

Introduction 

During their professional journey, employees may encounter dissatisfaction with various aspects 

of their work environment, such as managerial attitudes, company policies, working conditions, 

or colleague behavior. While employers may attempt to overlook or suppress these grievances, 

they cannot do so indefinitely. Grievances act like rust, slowly corroding the organizational fabric. 

An aggrieved employee can become a source of indiscipline and discontent. A grievance is defined 

as "any discontent or dissatisfaction, whether expressed or not, whether valid or not, arising out of 

anything connected with the company which an employee perceives to be unfair, unjust, or 

inequitable." 

Key Features: Upon analysis, several features of grievances become apparent: 

• Grievances encompass any form of discontent or dissatisfaction with any aspect of the organization. 

• Dissatisfaction must stem from employment-related issues, not personal or familial matters. 

• Grievances can arise from real or perceived reasons, where an employee feels unjustly treated. The 

validity of these reasons can vary. 

• Grievances may be voiced or unvoiced but must find some form of expression. Initially, employees 

may voice their discontent orally or in writing. If not promptly addressed, this discontent can escalate 

into a grievance. 

• Broadly speaking, grievances stem from perceived non-fulfillment of an employee's expectations from 

the organization. 

Effects of Grievance: Unaddressed grievances can have adverse effects on employees, managers, 

and the organization as a whole: 

1. Work-related effects may include: 

• Decreased work quality or output. 

• Reduced work efficiency. 

• Increased wastage of time and company resources. 

2. Effects on employees may manifest as: 

• Higher rates of absenteeism and turnover. 

• Diminished commitment, sincerity, and punctuality. 

• Increased incidence of accidents. 

3. Effects on managers may include: 

• Strained superior-subordinate relations. 

• Heightened need for supervision, control, and follow-up. 

• Increased disciplinary cases. 

• Escalation of unrest within the organization. 



 

Objectives of the Grievance Handling Procedure: 

 

The objectives encompass: 

• Providing a platform for employees to articulate their grievances. 

• Clarifying the nature of the grievance. 

• Investigating the underlying reasons for dissatisfaction. 

• Ensuring a swift resolution whenever feasible. 

• Taking appropriate actions and honoring commitments. 

• Informing employees about their rights to escalate grievances if initial resolutions are 

unsuccessful. 

 

Advantages of Implementing a Grievance Handling Procedure: 

 

Benefits for both employers and employees include: 

• Fostering an environment where employees feel safe expressing concerns without fear of 

retaliation. 

• Establishing an equitable and efficient process for addressing complaints. 

• Preventing minor issues from escalating into major conflicts. 

• Saving time and resources for the company by resolving workplace issues efficiently. 

• Contributing to a workplace culture built on transparency and trust. 

 

Steps in the Grievance Handling Procedure: 

 

The grievance resolution process requires active involvement from management. Essential steps 

include: 

• Acknowledging dissatisfaction promptly, with a focus on addressing grievances rather than 

ignoring them. 

• Clearly defining the problem to ensure accurate understanding and resolution. 

• Gathering factual information to distinguish between perception and reality. 

• Analyzing grievances and making decisions based on fairness and precedent. 

• Following up on decisions promptly and effectively, ensuring clear communication with 

involved parties. 

• Avoiding common pitfalls such as premature conclusions, lack of record-keeping, or arbitrary 

decision-making. 

 

Key Features of an Effective Grievance Handling Procedure: 

 

Four critical features include: 

• Fairness, which is essential for the credibility and sustainability of the procedure. 



• Provision for representation to support employees lacking confidence or experience in 

dealing with management. 

• Streamlined procedural steps to avoid unnecessary delays and maintain efficiency. 

• Promptness in addressing grievances to prevent bitterness and maintain employee morale. 

 

Essential Pre-requisites for a Sound Grievance Handling Procedure: 

 

To ensure effectiveness, the grievance handling procedure should meet certain criteria: 

• Compliance with relevant statutory regulations to safeguard employee rights. 

• Clarity in every aspect of the procedure, including points of contact, communication 

methods, and expected timelines. 

• Simplicity to encourage employee engagement and prevent confusion. 

• Promptness in addressing grievances to maintain employee satisfaction and prevent morale 

decline. 

• Adequate training for managers and senior executives to handle grievances effectively. 

• Ongoing evaluation and improvement of the procedure by the HR department to address 

evolving needs and challenges. 


