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ABSTRACT: 

Every employee has certain expectation that he thinks must be fulfilled by the organization he is working for. In 

short, grievance is a state of dissatisfaction, expressed or unexpressed, written or verbal, justified or unjustified, 

having connection with employment situation. The formal mechanism for dealing with workers who are dissatisfied 

is called as grievance procedure. It is important in large organizations as they have many working personnel and 

the managers are unable to keep check on each and every individual.  

In this review article, many literature have been reviewed which covers a time period from 1992 to 2019. And, at 

the end, a segment has been mentioned where the main purpose of such a reviewing has also been specified.  
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Introduction: 

“A Grievance is a sign of discontentment with his job or relation with his colleague.” 

According to employment terms, grievance refers to a specific, formal notice of employee dissatisfaction 

expressed through an identified procedure. It is the procedure that defines within how many days after the 

incident or situation complaint of a grievance must be filed, in what form it must be filed, with whom it is filed, and 

define rights such as the right to a hearing. It occurs in every workplace and for maintaining balanced work 

environment handling of grievance properly is important. Grievance management is how properly the problems 

are solved.  

Every employee has certain expectation that he thinks must be fulfilled by the organization he is working for. 

In short, grievance is a state of dissatisfaction, expressed or unexpressed, written or verbal, justified or unjustified, 

having connection with employment situation. 

The formal mechanism for dealing with workers who are dissatisfied is called as grievance procedure. It is 

important in large organizations as they have many working personnel and the managers are unable to keep check 

on each and every individual. The primary value of grievance procedure is that it can assist in minimization of 

dissatisfaction and discontent that can have adverse effect on cooperation amongst employees and the 

productivity of the organization. 

 

Review of Related Literature: 

Grievance is disorder, problem in occupation relation. Grievances are of two kinds, informal and formal. Proper 

attention will have to be given to grievance and they will have to be dealt accurately within the time interval of 

generally 28 days as per the Dispute Resolution, Regulations 2004 of Northern Ireland Employment Order 2003. 

Employee discontent from job is an indication of grievance. It arises due to day to day employed relation in an 

organization. Grievance is necessary in perception of large organization. At times managers are not capable to 

keep a check on each individual. The method for dealing with the behavior of employees’ discontent is called 

grievance procedure. The unionized organization is reputable and known grievance methods of dealing with it 

must be used here. The value of grievance procedure is that it supports in reducing dissatisfaction. 

Manikundan et al. (2019) commented that a grievance means any dispute or discontent or feelings of unfairness 

arise between an employer and employee in workplace. The employees express their grievances in terms of 

complaint. This review focuses on the grievance procedure research published in the past decade with specific 

attention on the application of social science theory to grievance research. The review concludes that the 

theoretical grounding of recent grievance research has improved over the earlier research, but remains quite 

inadequate. Recommendations on the direction that grievance research should take in the future to further 

improve on the theoretical content of grievance research are provided. It is argued that theory in grievance 

research should advance at two levels: the comprehensive systems approach, and the application of specific social 

science theories to narrower aspects of the grievance process. 
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Misra, Yogesh & Sharma, Vandna. (2019): Over the past decade in order to compete with private sector public 

sector units have invested heavily on Human Resources with competency based HR systems being increasingly 

used. This paper compares the practice of adoption of competency framework and its impact on firm performance 

between Indian public and private sector and MNC organizations. The investigation is based on a questionnaire 

survey of 334 large (public sector=79, MNC = 112, private sector=143). Compared to other countries adoption of 

competency is more extensive in India with 64.7% adoption. Although the adoption of competency framework is 

higher in PSUs than Private Indian companies its extent of usage is lower. Its application is limited at senior 

management level and for few HR processes like assessment/ development centre and 360 degree feedback. 

Adoption of competency framework and its extent positively impacts firm’s performance. Across all kinds of 

companies, including PSUs, adopters of competency framework have higher performance than non-adopters. If 

PSUs extend it to all HR processes across levels then these organisations can further benefit from competency 

framework.  

Obiekwe, Onyebuchi. (2019): This paper theoretically examined the impact of employee grievance management on 

organizational performance. The paper noted that effective management of employee grievance is essential for 

harmonious workplace relationship, bolstering of employee loyalty and commitment, as well as improvement of 

overall organizational productivity and performance. Conversely, lack of, or poor employee grievance management 

in organizations gives rise to negative organizational outcomes such as reduced productivity, absenteeism 

problem, disobeying of orders, indiscipline behavior and reduced quality of work. The study concluded that 

effective employee grievance management is vital for effective harmonious management-labour relationship 

which helps to enhanced organizational performance. It is recommended among others that grievances should be 

handle as quickly as possible as they are reported in order to ensure that the negative consequences of unresolved 

grievance are drastically reduced in the workplace. In addition, there should be a laid down grievance 

management procedure which managers will use as a guide to manage grievance occurrence within the workplace 

in order to ensure harmony, and improved employees morale which is important for organizational improved 

performance. Organizations should ensure that those in charge of employee's grievance management are well 

trained to enable them handle grievance and conflict issues very well, and should also educate their employees 

about grievance procedure arrangement available in their organization, and the need to follow laid down 

grievance procedure when presenting their grievances. 

Ramya et al. (2014) commented that a grievance is any discontent or feeling of unfairness and in the workplace, it 

should be pertaining to work. A grievance is more deep-seated than a complaint. Complaints are expressions of 

grievances, but a grievance is deep rooted such that the employee takes appropriate remedial action to seek 

satisfaction. Grievances at the workplace must be based on the foundation of employer-employee relationship and 

employment-related.  

Suresh, K. & Nalini, Dr. (2016): Globalization and privatization policies compel the banking sector to reform and 

adjust to have a competitive edge to cope with highly dynamic business environment. Owing to these changes, the 
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private sector banking sector employees are experiencing a high level of pressure and stress. The work pressure, 

poor work environment, inequitable work distribution and lack of concentration are the sources of stress for 

employees are private sector banks. The results show that there is significant difference between socio-economic 

profile of employees and source of stress in private sector banks. The work pressure, inequitable work distribution, 

poor work environment and lack of concentration are positively and significantly influencing the level of stress of 

employees in private sector banks. To reduce the stress among employees during work, the private sector banks 

should provide conducive work environment. The private sector banks should motivate and generate interest 

among employees in work to avoid boredom through proper job rotation and efficiently use skills and knowledge 

of their employees.  

Dr.V. Mohana Sundaram N.Saranya, (2013) said in his article “Employee Grievance”, organizations are made up of 

peoples and functions through people. Without people organizations cannot exist. The resources of men, money, 

material and machinery are collected, coordinated and utilized through people in the organization. It is through 

the combined effort of people that materials and monetary resources are effectively utilized for the attainment of 

common objectives and goals. Without united human effort no organization can achieve its goals. 

Sonika Sharma & Niti Sharma, (2011) in their research paper entitled “Listening Skills: A prerequisite for Grievance 

Handling “wrote that the ability to be an active listener is too often taken for granted. HR professionals play pivotal 

role. They inject a feeling of confidence and belief among the staff members by listening and solving their issues 

and concerns. Employee grievances are essentially human problems, real or imaginary. 

Walket et al. (2011) was of the opinion that the focus of industrial conflict has shifted from collective confrontation 

to grievances between employee and employer. Their narrative review encompassed a range of international 

research on individual employee–employer grievances. The literature is reviewed in four key stages: (1) the 

incidence of grievable events; (2) the employee's response to a potential grievance issue; (3) the effectiveness of 

grievance processing; and (4) outcomes. The incidence of grievable events cannot be estimated precisely, because 

most are either not pursued by the employee or are settled informally (and so not recorded). Most research has 

been done on the second stage, investigating when a grievance will be pursued. The theoretical frame of exit, 

voice and loyalty, adapted from A.O. Hirschman (Exit, Voice, and Loyalty: Responses to Decline in Firms, 

Organizations, and States. Cambridge, MA: Harvard University Press, 1970) has been prominent, but a series of 

findings have challenged the validity of this model and suggested a range of competing theories which may explain 

the apparent conundrum of negative outcomes associated with formal grievance procedures. The role of power 

has regained prominence, and this is part of a fuller understanding of grievance outcomes. The focus has been on 

the employee perspective, and it is now timely to broaden the focus, modeling a progression through a sequence 

of stages and emphasizing the role of employers in designing and managing grievance processes which are 

effective and fair. 

Velnampy, Thirunavukkarasu. (2009): Reward management process covers both financial and non-financial 

rewards. The concept of the psychological contract is at least as important in understanding and managing 
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motivation as the technical elements of the economics and transactions aspects of reward. Hence, in this paper, 

we find out the role of incentives in motivating employees and suggest the organizations to make suitable 

alterations in their rewards system. 1.0 Introduction: Managing reward is largely about managing expectations 

what employees expect from their employers in return for their contribution and what employers expect from 

their employees in return for their pay and the opportunity to work and develop their skills. Expectorations are 

built into the employment relationship, the starting point of which, from the rewards point of view, is an 

undertaking by an employee to provide effort and skill to the employer, in return for which the employer provides 

the employee with a salary or a wage. The purpose of managing the system of rewards within the organisation is 

to attract and retain the human resources the organisation needs to achieve its objectives. To retain the services of 

employees and maintain a high level of performance, it is necessary to increase their motivation and commitment. 

In effect the organisation is aiming to bring about an alignment of organizational and individual objectives when 

the spotlight is on reward management. 

Lawrence Nurse & Dwayne Devenish (2007), in their working paper entitled “Grievance Management and its links 

to workplace justice” wrote that the purpose of this paper is to explore the influence of workers demographic 

characteristics on their perception of procedural justice from grievance management. A related aim is to 

determine whether procedural justice perception have an impact on perception of distributive justice. 

C. B. Mamoria (2004) states the differences between dissatisfaction, grievance and complaint. Discontent raises 

when an individual is not cheerful in his job and when the organization does not identify the individual goals. This 

dissatisfaction leads to grievances when an individual discusses it with an additional employee in the organization. 

When the dissatisfaction associated to the work is brought to the notice of the management, complaint becomes a 

grievance.  

Tjosvold & Morishima (1999) recommended that “supervisors must have competence and willingness to discuss 

the difficulty with the employee and union representative at initial stage”. Also supervisory elegance affects 

grievance rate and their disposition. 

Chaykowski & Slotsve (1992); Tan, (1994) and Ivancevich (2001) mentioned in the writings that a supervisor should 

take grievance exceptionally, gather all the facts which are related to grievance and then do investigation and give 

answer. After the grievance is commonly settled, the managers have to move on to the added matters.  

 

Purpose of Reviewing: 

This review proves that prior researches have been pursued on this topic. The main purpose of it is to determine 

areas where further scope of research is instigated.  
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