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Employees in their working life, do get dissatisfied with various aspects of working may be with the 
attitude of the manager, policy of the company, working conditions, or behavior of colleagues. 
Employers try to ignore or suppress grievances. But they cannot be suppressed for long. Grievance acts 
as rust which corrodes the very fabric of organization. An aggrieved employee is a potent source of 
indiscipline and disregard. Grievance is “any discontent or dissatisfaction, whether expressed or not, 
whether valid or not, arising out of anything connected with the company which an employee thinks, 
believes or, even feels to be unfair, unjust or inequitable.” 
 
Features 
On the analysis of grievance, some noticeable features that stand out are: 

 A grievance refers to any form of discontent or dissatisfaction with any aspect of the 
organization. 

 The dissatisfaction must arise out of employment and not due to personal or family problems. 

 The discontent can arise out of real or imaginary reasons. When the employee feels that 
injustice has been done to him, he has a grievance. The reasons for such a feeling may be valid 
or invalid, legitimate or irrational, justifiable or ridiculous. 

 The discontent may be voiced or unvoiced. But it must find expression in some form. However, 
discontent per se is not a grievance. Initially, the employee may complain orally or in writing. If 
this not looked into promptly, the employee feels a sense of lack of justice. Now the discontent 
grows and takes the shape of a grievance. 

 Broadly speaking, thus, a grievance is traceable to perceived non-fulfillment of one’s 
expectations from the organization. 

 
 
Effects of Grievance 
Grievances, if they are not identified and redressed, may affect adversely the employees, managers and 
the organization. The effects are: 
 
1) On the work front it’s include: 

 Low quality of work/output. 

 Lower the efficiency of work. 

 Increase in the wastage of time/ resources of the company. 
2) On the employees: 

 Increases the rate of absenteeism and turnover. 

 Reduces the level of commitment, sincerity and punctuality. 

 Increases the incidence of accidents.  
3) On the managers: 

 Strains the superior-subordinate relations. 

 Increases the degree of supervision, control and follow up. 

 Increases in discipline cases. 

 Increase in unrest in the organization. 
 
 
 
Grievance Handling Procedure  



There are valid reasons to have the grievances processed through a company made procedure. 
 
Objectives of a Grievance Handling Procedure 
The objectives of a grievance handling procedure are as follows: 

 To enable the employee to air his/her grievance. 

 To clarify the nature of the grievance. 

 To investigate the reasons for dissatisfaction. 

 To obtain, where possible, a speedy resolution to the problem. 

 To take appropriate actions and ensure that promises are kept. 

 To inform the employee of his or her right to take the grievance to the next stage of the 
procedure, in the event of an unsuccessful resolution. 

 
The Benefits of a Grievance Handling Procedure 
The benefits that will accrue to both the employer and employees are as follows: 

 It encourages employees to raise concerns without fear of reprisal. 

 It provides a fair and speedy means of dealing with complaints. 

 It prevents minor disagreements developing into more serious disputes. 

 It saves employers time and money as solutions are found for workplace problems. It helps to 
build an organizational climate based on openness and trust. 

 
Steps in Grievance Handling Procedure 
At any stage of the grievance procedure, the dispute must be handled by some members of the 
management. In grievance redressal, responsibility lies largely with the management. And, as already 
discussed, grievances should be settled promptly at the first stage itself. The following steps will provide 
a measure of guidance to the manager dealing with grievances. 
 
Acknowledge Dissatisfaction: Managerial/supervisory attitude to grievances is important. They should 
focus attention on grievances, not turn away from them. Ignorance is not bliss, it is the link that  leads to 
of work front conflicts. A don’t care attitude on the part of supervisors and managers would aggravate 
the problem. 
Define the Problem: Instead of trying to deal with a vague feeling of discontent, the problem should be 
defined properly. Sometime the wrong complaint is given. By effective listening, one can make sure that 
a true complaint is voiced. 
Get the Facts: Facts should be separated from fiction. Though grievances result in hurt feelings, the 
effort should be to get the facts behind the feelings. There is need for a proper record of each grievance. 
Analyze and Decide: Decisions on each of the grievances will have a precedent effect. While no time 
should be lost in dealing with them, it is no excuse to be slip-shod about it. Grievance settlements                                                                                                                                                          
provide opportunities for managements to correct themselves, and thereby come closer to the 
employees. Horse-trading in grievance redressal due to union pressures may temporarily bring union 
leadership closer to the management, but it will surely alienate the workforce away from the 
management. 
Follow up: Decisions taken must be followed up earnestly. They should be promptly communicated to 
the employee concerned. If a decision is favorable to the employee, his immediate boss should have the 
privilege of communicating the same. 
Some of the common pitfalls that managements commit in grievance handling relate to 
(a) Stopping the search for facts too soon;  
(b) Expressing a management opinion before gathering full facts;  



(c) Failing to maintain proper records;  
(d) Arbitrary exercise of executive discretion;  
(e) Settling wrong grievances. 
 
Key Features of a Good Grievance Handling Procedure 
Four key features of a grievance handling procedures, which are discussed below. 
a) Fairness: Fairness is needed not only to be just but also to keep the procedure viable, if employees 
develop the belief that the procedure is only a sham, then its value will be lost, and other means sought 
to deal with the grievances. This also involves following the principles of natural justice, as in the case of 
a disciplinary procedure. 
b) Facilities for representation: Representation, e.g., by a shop steward, can be of help to the individual 
employee who lacks the confidence or experience to take on the management single-handedly.  
However, there is also the risk that the presence of the representative produces a defensive 
management attitude, affected by a number of other issues on which the manager and shop steward 
may be at loggerheads. 
c) Procedural steps: Steps should be limited to three. There is no value in having more just because 
there are more levels in the management hierarchy. This will only lengthen the time taken to deal with 
matter and will soon bring the procedure into disrepute. 
d) Promptness: Promptness is needed to avoid the bitterness and frustration that can come from delay. 
When an employee ‘goes into procedure,’ it is like pulling the communication cord in the train. The 
action is not taken lightly and it is in anticipation of a swift resolution. Furthermore, the manager whose 
decision is being questioned will have a difficult time until the matter is settled. 
 
Essential pre-requisites of a Grievance Handling Procedure 
Every organization should have a systematic grievance procedure in order to redress the grievances 
effectively. As explained above, unattended grievances may culminate in the form of violent conflicts 
later on.  
The grievance procedure, to be sound and effective should possess certain pre-requisites: 

 Conformity with statutory provisions: Due consideration must be given to the prevailing 
legislation while designing the grievance handling procedure. 

 Should not be Vague: Every aspect of the grievance handling procedure should be clear and not 
vague. All employees should know whom to approach first when they have a grievance, whether 
the complaint should be written or oral, the maximum time in which the redressal is assured, 
etc. The redressing official should also know the limits within which he can take the required 
action. 

 Simplicity: The grievance handling procedure should be simple and short. If the procedure is 
complicated it may discourage employees and they may fail to make use of it in a proper 
manner. 

 Promptness: The grievance of the employee should be promptly handled and necessary action 
must be taken immediately. This is good for both the employee and management, because if 
the wrong doer is punished late, it may affect the morale of other employees as well. 

 Training: The preferably the managers and the senior executives should be properly trained in 
all aspects of grievance handling before hand or else it will complicate the problem. 

 Follow up: The Personnel Department should keep track of the effectiveness and the 
functioning of grievance handling procedure and make necessary changes to improve it from 
time to time. 


