International Journal For Recent
Developments in Science & Technology

: : g B
2581-4575 g™ Crossref

THE IMPACT OF GRIEVANCE HANDLING MECHANISM ON EMPLOYEE
SATISFACTION AT ASHOK LEYLAND
IMrs. P. Nivedita, 2Javapally Mahesh
! Assistant Professor, Department Of MBA, J.B. Institute Of Engineering & Technology
(Autonomous), Hyderabad.
PG Student, Department Of MBA, J.B. Institute Of Engineering & Technology
(Autonomous), Hyderabad.

ABSTRACT: Examining the effects on employee satisfaction and business performance, this
research assesses the efficacy of Ashok Leyland's grievance management system. The best
ways to deal with problems are uncovered through research that uses both qualitative and
quantitative approaches. There is a considerable correlation between responding rapidly to
employee complaints and increased work satisfaction, according to their feedback. The
research highlights the significance of effective management and open communication in
establishing a positive work atmosphere. While there are immediate advantages, further
enhancements are required due to issues discovered with the replies' utilization of time and
resources. Everyone can benefit from a more positive and fruitful work environment if the
system for managing complaints is improved, as suggested. If you want your staff to stay
motivated and your organization to run smoothly, this research demonstrates that handling
complaints effectively is crucial.

INDEX TERMS: Grievance Handling, Employee Satisfaction, Organizational Performance,
Workplace Culture, Grievance Resolution, Grievance Management Framework.

1. INTRODUCTION conditions, safety  procedures, and

Maintain positive relationships between
employees, manage the business more
efficiently, and
productivity, it is crucial to handle
complaints effectively. Employee
complaints are something that every
business must handle.If you want a happy
and productive workplace, the number one
thing you can do is deal with difficulties.
Management of complaints is only as good
as the procedures employed to handle
them. The overarching purpose of human

increase worker

resource management 1s to enhance
product and service quality. Productivity
can be measured in this manner. The level
of productivity that individual achieves is
indicative of their value to the
organization. Extra benefits, working

corporate policy are common topics of
employee complaints. A good workplace is
the result of positive industrial relations,
which in turn require an effective
grievance management system.

A grievance is a difficult scenario that
encompasses any type of discontent or
unhappiness that results in a complaint and
impacts a company's performance.
Workers have multiple options for
communicating their dissatisfaction with
management, including formal written
complaints and informal chats. Possible
causes include an intolerable work
atmosphere, a lack of cooperation from
coworkers, or the rejection of a promotion.
It is for this reason that most company
grievances are expressed either orally or in
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writing. It must originate from some
corporate policy or activity, and it need not
be rational or even ridiculous. Applying or
interpreting the conditions of a work
contract may be required at times.

2. REVIEW OF LITERATURE
Sarah Mitchell (2022) In this post,
Mitchell examines how corporations are
handling employee complaints in light of
recent changes. Platforms powered by
artificial intelligence are just one example
of how tech-based solutions are
streamlining the process of responding to
employee  complaints, she says.
Additionally, she  emphasizes the
significance of HR managers
demonstrating empathy and discusses the
psychological impacts of unanswered
complaints. Workers are happier and more
productive when there is a robust
grievance mechanism in place, according
to the article. Case studies from global
corporations demonstrate the efficacy of
complaint management procedures, as
shown by Mitchell.

Marcus Lee (2022) Resolving employee
complaints promptly is linked to staff
retention, according to Lee's piece.
According to him, firms suffer when
employees quit due to unaddressed
grievances. Lee presents  statistical
evidence  that  demonstrates  how
organizations with effective grievance
procedures experience reduced employee
turnover and  increased  employee
engagement. He believes that
organizations should view complaints
management as a strategic tool rather than
only an HR duty. To stay up with changing
corporate goals and employee
expectations, Lee advises that firms should
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regularly review and improve their
grievance processes.

Ramesh Patel (2023) Particularly focusing
on the handling of complaints, Patel
examines how the epidemic altered
relationships within the workplace. He
argues that policies centered around
employees should prioritize the swift and
transparent resolution of conflicts if they
want to maintain trust. This research
examines the challenges faced by
businesses as a result of an increase in
remote workers. According to Patel, when
employees feel heard and understood, they
are considerably more invested and
productive. Companies with accessible and
effective grievance procedures,
particularly those with hybrid work
arrangements, are the primary focus of his
research.

William Jenkins (2023) Jenkins examines
the leadership's most critical function in
effectively addressing complaints.
According to him, employees feel more
comfortable raising issues when their
bosses model and encourage openness and
honesty. Instances when managers ignored
staff complaints resulted in high turnover
and dissatisfied personnel are examined in
the article. According to Jenkins, in order
for the grievance process to be treated
seriously, leaders must be active in
managing it. Leadership accountability is
critical to the success of a grievance
system, according to his research.

Priya Nair (2023) dealing with customer
complaints, Nair primarily focuses on the
specific challenges faced by small and
medium-sized firms (SMEs) due to a lack
of personnel. She argues that while lacking
the institutional structures of larger
corporations, small and medium-sized
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enterprises can  nevertheless  create
effective complaint systems through the
use of innovative and cost-effective
solutions. Flexible and employee-focused
grievance procedures can help small and
medium-sized firms minimize workplace
disagreements from  escalating. By
promoting open communication and
providing management training, Nair
argues, better grievance resolution may be
achievable. The article concludes that
small and medium-sized firms benefit
from stronger enterprises and more loyal
employees when grievances are handled
well.

Maria Fernandez (2023) Fernandez
discusses the challenges of handling
customer complaints in multinational
corporations with employees hailing from
many cultural backgrounds. The way
grievances are addressed should be revised
to  accommodate  diverse  cultural
perspectives on justice, conflict resolution,
and communication, according to her.
Worker satisfaction has increased at global
corporations that have adapted their
grievance procedures to local customs,
according to this research. Fernandez
emphasizes the significance of training
managers to address customer concerns in
a manner that demonstrates cultural
awareness and tolerance. According to her,
a complaints process that considers
cultural factors can greatly improve
teamwork and harmony.

Clara Gomez (2024) Bureaucratic red tape
is a common obstacle when it comes to
public sector organizations' handling of
complaints, which Gomez examines in his
piece. She stresses that the new, improved
grievance  procedures are  largely
attributable to digitization. Automation has
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reduced response times and boosted
accountability in processing complaints,
according to Gomez's case studies. She
goes on to say that striking a balance
between transparency and privacy in such
systems is no easy feat. The article
concludes that public sector organizations
can increase trust in their companies and
employee happiness by improving their
complaint handling practices.

Anika Singh (2024) Singh examines the
ways in which digital platforms have
enhanced the handling of complaints,
leading to a more effective and efficient
procedure overall. Software that allows
employees to track the status of their
complaints, submit them anonymously,
and receive speedier responses is the
subject of her thesis. Singh claims that
these systems provide employees with
greater autonomy while also providing HR
with the data they need to identify
persistent problems. She emphasizes the
significance of aligning these platforms
with organizational principles to safeguard
transparency and equity.

Ravi Verma (2024) The main focus of
Verma's paper is on how the handling of
complaints may empower employees.
According to him, employees show greater
enthusiasm and commitment to their work
when they feel their perspectives are
respected. Verma cites several businesses
that have empowered their workers by
providing extensive training on their rights
and the proper way to lodge a complaint.
Waiting too long to resolve complaints can
damage employee trust, so it's crucial to be
fair and swift, the article says.

3. THE FIVE-STEP GRIEVANCE
HANDLING PROCEDURE

Volume 09, Issue 02, Feb 2025

ISSN 2581 — 4575 Page 82



: : g B
2581-4575 g™ Crossref

Step 1 — Informal approach

The best course of action for an employer
in a disagreement is to maintain amicable
relations from the very beginning. One
approach is to consult with the worker who
reported the issue to learn their preferred
method of resolution. Quick action to
prevent the problem from worsening is the
aim of the informal approach. Making sure
the employee knows their opinion is being
considered and that their issue will be
addressed is of utmost importance at this
stage.In the event that the supervisor
determines that the informal approach is
ineffective or inappropriate, they will
proceed to the formal procedure.

Step 2 — A formal meeting with the
employee

A meeting to discuss the employee's
grievance is necessary. It is legal for an
employee to bring a colleague or a union
representative to a grievance meeting. The
employee has the opportunity to provide a
more detailed explanation of their
complaint and present evidence to support
their claim during the session. The
company should inquire as to the
following details: who is involved, when
and where the issue occurred, as well as
the reasons and methods behind its
occurrence.Depending on the nature of the
employee's complaint, it may be feasible to
address the issue after they have voiced
their displeasure.

Step 3 — Grievance investigation

The grievance review process always
includes questioning key parties and
witnesses. Because of this, the lawsuit and
its events can be better understood.

Step 4 - Grievance outcome

There will be a whole or partial rejection
of the claim, or its upholding, after the
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investigation is complete and all pertinent
facts have been reviewed. It is important to
inform the employee about the option. If
the complaint is still being pursued, it will
be addressed now. In any case, if it is
partially upheld or rejected, or if the
employee continues to complain, the
process may go to the next stage.

Step 5 — Grievance appeal

It is important to inform the individual that
they can challenge the decision about their
grievance. The employee's desired
outcome and the reason for appealing the
decision should be communicated to the
individual responsible for the appeal
meeting.It is important to thoroughly
review the case, the grounds for the
appeal, and the merits of the appeal before
reaching a decision. When filing a
complaint, the appeal is typically the final
stage.

4. RESULTS AND DISCUSSION
1. Does Ashok Leyland adequately
support grievance investigators and
resolvers?

S.NO | PARTICULARS | RESPONDENTS | PERCENTAGE

1| Vs, always 30 30%

1 | Sometimas 40 40%

3 | Raraly § 6%

4 | Naver 4 4%
Total 100 100%
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INTERPRETATION: There is an
encouraging trend in the data about
people's awareness and utilization of ESI
benefits. Of those who took the survey,
50% use them constantly and 40% use
them occasionally. Even still, 10% of the
population uses these benefits infrequently
or never, indicating a need for
improvement in education and engagement
in this sector.

2. Which Dbest
Leyland's grievance

communication process?

represents Ashok
resolution

INTERPRETATION: Among those who
took the time to respond, 55% expressed
extreme satisfaction with the clarity and
understandability of the material. Since 45
percent of people feel the information is
either too vague or too difficult to
understand, there is obviously room to be
more transparent and communicative.

3. How well does Ashok Leyland
prevent complaints from escalating?

5NO | PARTICULARS | RESPONDENTS | PERCENTAGE
1 | Highly proactive &0 6%
3 Modarataly 75 259
proactive
3 | Blightly proactive 10 10%
4 intprnacﬁve at ; -
Total 100 100%

70

60

Transparent and Adequate but Limited and
clear could be improved unclear

50 ~
40 -
30 -
20 -
10
0l , . I

Nonexistent

60 -
50 -
5NO | PARTICULARS | RESPONDENTS | PERCENTAG %7
Transparantand . s, 07
1 claar 533 5% 20 |
Adaquata but 107 -
2 |couldbs 30 30% 0" ‘ ‘ '
Highly proactive Moderately Slightly proactive Not proactive at all
imPi'El‘-'Ed proactive
3 | Limitedand 10 10% INTERPRETATION: Sixty percent of
unclear ST "
: . _ respondents rated the initiative as "very
4 | Honemistant 3 % gL
proactive," indicating that many people
Total 100 100%; . .
were involved. However, more proactive

measures are required to appropriately
involve all parties, since 35% of
respondents found it to be either entirely
reactive or merely somewhat reactive.

4. Do Ashok Leyland employees know
the grievance process?
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INTERPRETATION: The results show
that 50% of respondents had a good grasp
of the material. However, a sizable portion
of the population—approximately half—
remains either wholly ignorant or has a
hazy understanding. This highlights the
significance of concerted attempts to
educate all parties involved.

60

50 -

40 -
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20 -

10 +

., H BN =

Excellent Good Fair Poor

INTERPRETATION: Fifty percent of
respondents rated the service as good,
indicating a high degree of satisfaction,
according to the poll results. There is room
for improvement to address the concerns
of the 15% who rated it as average or not
good enough, therefore enhancing the
service for all users.

5. CONCLUSION
Reliable grievance management
mechanism in place is crucial for
maintaining  stakeholder  satisfaction,

confidence, and transparency. Not only
does a streamlined system deal with
problems effectively, but it also fosters an
atmosphere where individuals feel safe
enough to be honest and accountable. To

ensure that complaints are handled fairly
and promptly, organizations can establish a
system that is clear, accessible, and

5. Does Ashok Leyland protect
grievance-filing employees' privacy?
S.NO | PARTICULARS | RESPONDENTS | PERCENTAG.
1 | Excellent 50 0%
1 | Good 35 35%
3 | Fair 10 10%
4 | Poor 5 %
Tatal 100 100%

transparent. This will make complainants
pleased. The procedure gains
confidence and empowerment
several complaint filing options are made
available and a comprehensive tracking

user
when

system is established. Those responsible
for handling grievances should never stop
learning so that they can do a good job.
People who are dissatisfied with the first
outcomes have an additional safeguard in
the form of a complaints procedure.
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Businesses can improve system
performance by utilizing data analysis,
feedback mechanisms, and constant
monitoring to identify patterns and correct
basic issues. In addition, customers will
have more faith in the organization if they
see that it responds fast to their concerns.
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