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Abstract 
In this study, we look at the Butibori Industrial Area in Nagpur, which is a part of the 

Maharashtra Industrial Development Corporation (MIDC), to see how employee happiness 

with their jobs relates to the methods used to handle complaints. It is critical to understand the 

elements impacting employee happiness and well-being at Butibori MIDC, a major industrial 

region in central India that contains several manufacturing facilities. The purpose of this 

research is to determine how well grievance management procedures work in resolving 

employee complaints and how that affects workers' happiness on the job. We will collect 

insights from workers across various sectors within Butibori MIDC using a mixed-methods 

approach. This will include quantitative surveys and qualitative interviews. 

Using standardised measures, the quantitative survey will assess how satisfied workers are with 

the grievance management procedure, their general job satisfaction, and other related factors. 

At the same time, qualitative interviews will provide a more nuanced picture of workers' 

opinions on problems, experiences, and ideas for enhancing systems for resolving grievances. 

Accessibility, fairness, responsiveness, and openness of grievance management procedures are 

important topics to investigate. Additionally, we need to know how these processes affect work 

satisfaction and organisational commitment. The research will also look at how demographic 

variables like gender, age, education level, and length of service affect workers' perspectives 

and experiences. The purpose of this research is to learn more about how industrial settings 

handle grievances and how that relates to employee happiness on the job. Organisations within 

Butibori MIDC may boost employee happiness, retention, and performance by analysing the 

grievance resolution process for strengths, shortcomings, and opportunities for improvement. 
Keywords – Organizational commitment, Workplace satisfaction, Industrial hub, Employee 

perceptions, Grievance resolution 
Introduction 

Located in Nagpur under the Maharashtra Industrial Development Corporation (MIDC), the 

Butibori Industrial Area is an important industrial node in the heart of India. Butibori MIDC is 

a major player in the economy, hosting a wide range of industrial units that boost the local 

economy and create jobs. Nevertheless, in the middle of all the hustle and bustle of industrial 

activity, the success and viability of an organisation are heavily dependent on the well-being 

and contentment of its personnel. 

The complex link between the Butibori MIDC's grievance processing systems and employee 

job satisfaction is the focus of this study. To resolve employee complaints, ensure justice, and 

build a congenial work environment, grievance management systems are crucial conduits. In 

addition to reducing the frequency and severity of disputes in the workplace, effective 

grievance resolution procedures boost morale, dedication, and productivity. 

This study paper's introduction lays the groundwork for investigating the relationship between 

systems for managing grievances and job satisfaction within the industrial setting of Butibori 

MIDC. In order to foster a healthy organisational culture and long-term industrial growth, it 

explains why the study is important and stresses the need to comprehend and resolve employee 

complaints. 

In addition, the study's goals are outlined in the introduction; these goals include studying the 

link between work satisfaction and the efficacy of grievance management methods. 

Researchers used a mixed-methods strategy, collecting data via both quantitative surveys and 

qualitative interviews, to learn everything they could about workers' thoughts, feelings, and 

suggestions. 
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Furthermore, the study's larger implications for industrial players, policymakers, and 

management bodies working inside Butibori MIDC are highlighted in the introduction. In order 

to increase organisational performance and employee satisfaction, the results will help shape 

policy interventions, organisational practices, and capacity-building activities by identifying 

strengths, shortcomings, and opportunities for development in grievance resolution procedures. 

Finally, the introduction provides background information for the study by stressing the need 

of looking at how grievance management processes interact with employee happiness on the 

work at Butibori MIDC. It emphasises the study's potential benefits to creating a healthy 

workplace, improving workers' lives, and generating long-term success in manufacturing. 

Literature review 

A grievance is an indication that an employee is unhappy with their work and the way it is 

done. The major reason an employee might file a grievance is if their expectations and 

management's practice are different. The majority of complaints are quite upsetting to workers, 

and no manager is ever able to resolve them on their own.  Therefore, businesses need a system 

for dealing with employee complaints.  The purpose of this research is to determine how 

satisfied workers are with the company's grievance redressal process and how well-informed 

they are regarding the company's grievance redressal system.  According to Dhanushya et al. 

(2018), the company's Grievance Redressal Procedure is both effective and acceptable. From 

the point of view of the staff at Cochin's tertiary care institutions, researchers set out to 

determine how well the Grievance Handling Mechanism worked.   

The research set out to determine how well hospitals' current grievance management 

procedures work. According to the study's findings, hospital grievance management systems 

are extremely successful, and the majority of hospital staff are happy with these systems 

(Aruchamy et al., 2017). The purpose of this research was to look at how different 

organisational grievance resolution processes affected the contextual performance of bank 

workers. Using descriptive statistics including the mean, standard deviation, multiple 

regressions, and inferential statistics, data obtained from the Likert scale were analysed in a 

cross-sectional research survey. Employees' contextual performance was favourably and 

substantially influenced by aspects of the organization's grievance management processes.  A 

practical strategy to managing employee dissatisfaction will provide a platform for workers to 

seek grievance-redress in a happy working environment, even if it may be argued that grievance 

management won't solve all workplace-related concerns.   

Banks should move quickly to set up fair systems for handling complaints, with an emphasis 

on organisational justice, swift policies to reduce the amount of time it takes to resolve 

complaints, and a system that actively encourages employees to voice their complaints 

(Godbless et. al., 2020). Even in this day of globalisation, workplace complaints abound; if left 

unattended, even a little issue has the potential to escalate into a major dispute. It seems that 

the organisation is neither interested in resolving grievances or using them as a means to inspire 

its personnel. This empirical study aims to determine the connection between employee 

complaints and their motivation by discussing different motivational theories, different 

grievance handling styles, and the cases that were used to draw these conclusions.  This study's 

findings will assist managers in motivating their staff by addressing employee issues promptly.  

Managers will get the hang of responding to workers' minor complaints (Garima, 2017).  

Researchers were anticipated to contribute to the current body of knowledge on managing 

grievances by moving away from prior research on satisfaction metrics of grievance processes, 

where perceived fairness has been the main focus.   

According to Geetika et al. (2014), the results might help any company boost employee 

happiness with its grievance processes. The purpose of the research was to find out how 

managing grievances affected employees' dedication to the company.  Research aimed to 

determine the relationship between employee commitment and grievance handling methods as 

well as the factors that contribute to employee complaints.  Workers at the NHIF Thika branch 

are more invested in their jobs now that their complaints have been satisfactorily addressed.  
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The article also discovered that employee commitment is likely to be impacted by the sources 

of complaints (Kemuma Bichang'a, & Namusonge, 2013). There has to be a grievance 

mechanism in place for big organisations with many of employees at different levels since 

managers can't possibly monitor everyone's performance or be engaged in every detail of the 

job. Reducing discontent and dissatisfaction, which may have a negative impact on 

collaboration and production, is the main benefit of grievance process.  

Research on the "Efficacy of Grievance Handling Procedure" at Bhilai Jaypee Cement Limited 

is the focus of this article (Sukhdani, 2016). This paper's goals are to (1) assess the availability 

of grievance handling systems in the chosen management schools of NCR and (2) determine 

the causes of faculty unhappiness or grievance stemming from anything related to the 

organisation. Data used in the research came from a variety of sources, both primary and 

secondary. An efficient grievance resolution procedure is crucial to cultivating a favourable 

learning environment, according to the study report (Sharma, 2015). A grievance is an 

employee's expression of unhappiness, pain, anguish, discontent, or sadness.  

A complaint is the outward manifestation of discontent; a grievance is the internal 

manifestation of an employee's belief in the commission of injustice (Saluja & Surjeet Kaur, 

2014). The oversupply of management colleges is a major contributor to the low quality of 

management education. The purpose of this study was to examine the grievance handling 

procedures in place at the chosen NCR management institutions, as well as to determine the 

sources of faculty members' discontent or complaints pertaining to any facet of the 

organisation. Primary and secondary data from a variety of sources form the basis of the 

research. In order to foster a positive learning environment, the study article recommends a 

grievance management method (Sharma, 2015). 

Objectives of the study 

 The primary objective is to assess the efficiency and effectiveness of grievance 

handling mechanisms implemented within the Butibori MIDC industrial area. 

 To measure the levels of job satisfaction among employees working in Butibori MIDC. 

 To explore the correlation between the effectiveness of grievance handling mechanisms 

and employees' job satisfaction levels. 

Research methodology 

An organised survey was created to collect numerical data on methods for managing 

grievances, levels of work satisfaction, and pertinent demographic details. The survey 

incorporates standardised measures to assess work satisfaction and views of the efficiency of 

grievance processing. Information gathered quantitatively from questionnaires given to 

workers in several sectors of the Butibori MIDC. In this sampling technique, a cross-section of 

workers from various departments and levels of the company is chosen at random. Survey 

quantitative data examined for patterns and correlations using statistical methods such 

descriptive statistics, correlation, and regression. 

Data analysis and interpretation 

Table 1. Mean and SD for Satisfaction towards Grievance Handling Procedure by Items 

Dimensions Items Level of 

Satisfaction 

Mean SD 

Finalised 

Option  

Reasonability of the resolution to your 

complaint  

2.75 0.789 

Adaptability to go up the chain of 

command if you're unhappy with a choice  

2.51 0.542 

Whether or if the choice is acceptable  3.51 0.784 

Duration 

Required to 

Execution time required for supervisor to 

make a decision  

2.77 0.697 
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Resolve 

Complaint  

The HR department's efficiency in 

handling complaints  

2.64 0.761 

Important 

aspects of the 

process 

The procedure's level count  2.88 0.698 

Process Simplicity  2.51 0.801 

Please check 

later 

Putting the choice into action 3.81 0.699 

Make sure the source of the complaint 

doesn't come up again. 

2.49 0.801 

Managers' 

perspectives 

Supervisors' vigilance on the complaint 3.01 0.792 

Supervisors' honesty in determining the 

source of the complaint 

2.97 0.901 

The results show that various parts of the grievance process were met with differing degrees of 

satisfaction. A greater level of satisfaction is seen in places where choices are implemented 

with relative ease, where supervisors are kept aware, and where decisions are accepted. 

However, satisfaction ratings are comparatively lower in areas such as the ease of the 

procedure, the ability to contact a higher authority, and the ability to check for the recurrence 

of problems. In order to increase employee satisfaction and resolve concerns effectively, these 

results point forth particular areas where the grievance handling method should be improved. 

The results of the satisfaction survey about the grievance process should be thoroughly 

discussed, touching on several important aspects such as the procedure's advantages and 

disadvantages, its consequences for organisational practice, and possible ways to enhance it. 

The offered analysis forms the basis of the following organised discussion: The approach 

excels in areas such as decision acceptance, decision execution, and supervisor awareness to 

complaints. Employees are satisfied with the decision-acceptance and -implementation results 

because the organisation has tools to handle and resolve issues efficiently. 

Opportunities for Growth: Although there are several positive aspects, the investigation has 

also shown some significant areas that may be improved. Flexibility in addressing a higher 

authority, procedure simplicity, and checking on recurrence of complaints are key aspects that 

need attention. A lack of enthusiasm and faith in the company's capacity to resolve employee 

complaints may be at the root of the lower satisfaction ratings in these areas, which may 

indicate that workers see the existing grievance management method as lacking or inadequate. 

Improving the efficacy and efficiency of the grievance management method is one area where 

the results have significance for organisational practice. In order to make the grievance 

handling process more accessible and transparent, and to simplify processes so that workers 

can easily utilise them, organisations should think about tactics to enhance these things. In 

addition, procedures should be set up to track and stop the recurrence of complaints, and 

decisions should be conveyed to workers in a timely and understandable manner. 

In order to cultivate a healthy work environment and increase employee happiness and 

engagement, effective grievance management is crucial. Workers are more likely to be satisfied 

with their jobs, productive, and loyal to their employers if their complaints are heard and 

resolved in a timely and equitable manner. On the other side, when complaints aren't addressed 

properly, they may damage trust, lead to animosity, and increase employee disengagement and 

turnover, all of which have an effect on how well an organisation performs. By routinely 

assessing and enhancing processes in light of input from stakeholders and workers, 

organisations may embrace a growth mindset when it comes to grievance management. 

Organisations may handle problems proactively before they develop by establishing clear 

routes for workers to submit feedback and express concerns. This facilitates continual 

communication. 

Conclusion 

Research on employee satisfaction with the company's grievance system should conclude with 

a synopsis of the study's most important results, along with any relevant implications and 
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suggestions for moving forward. Provide a brief overview of the study's key points, focusing 

on the positive and negative aspects of the grievance management method as revealed by the 

analysis of employee satisfaction levels. Bringing attention to the significance of addressing 

areas for improvement to boost organisational performance and employee happiness, discuss 

the implications of the results for organisational practice. Draw attention to the fact that a 

healthy work environment, increased employee engagement, and reduced risk from unresolved 

complaints are all outcomes that may be achieved via efficient grievance management 

processes. Offer concrete suggestions for upgrading the organization's grievance management 

system based on the highlighted areas that need improvement. Possible solutions include 

making the process more open and accommodating, improving methods of communication and 

decision-making, and bolstering processes for following up on complaints to ensure they don't 

happen again. 

Highlight the significance of systems that continuously monitor and provide feedback in order 

to assess the grievance management procedure's efficacy over time. Emphasise the significance 

of management and staff maintaining an open line of communication in order to resolve new 

concerns, adjust to evolving requirements, and keep the grievance procedure current and 

effective. Analyse the study's results from a more systemic perspective, drawing attention to 

how good grievance management may affect morale, productivity, and retention rates in the 

workplace. Bring attention to how resolving grievances affects the culture of an organisation, 

how it promotes trust and transparency, and how it impacts the performance and reputation of 

the organisation as a whole. 
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