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Abstract
In order to sustain positive working relations and employee satisfaction, this study assesses
the efficacy of grievance management systems across a number of industry sectors at
Butibori Maharashtra Industrial Development Corporation (MIDC), Nagpur. The research
does a comparative examination of grievance resolution procedures in industries such
production, automobiles medicine, textiles, and information technology using a mixture of
qualitative and quantitative approaches. Although the majority of respondents say they are
pleased with the complaint redressal procedure, a sizable number are not satisfied or are not
at all satisfied, which indicates areas that need to be improved. Different sectors have
different perceptions of effectiveness, which emphasises the necessity for sector-specific
methods to overcome difficulties. To promote a more favourable and fruitful industrial
environment at Butibori MIDC, Nagpur, recommendations include sector-specific policies,
open communication channels, dispute resolution training, and ongoing assessment.
Keywords: Grievance Redressal, satisfaction, conflict resolution, MIDC, etc.
1.1 Introduction
An efficient grievance management system is essential to any organisational structure in
order to preserve good labour relations and guarantee employee satisfaction. Unresolved
grievances have the potential to cause major disruptions, impacting staff morale, productivity,
and the atmosphere of the company as a whole. As a result, managing complaints becomes an
essential part of human resource management, with the goal of resolving disputes quickly and
fairly in order to promote a positive work environment.
The purpose of this research is to assess the efficiency of the Butibori Maharashtra Industrial
Development Corporation (MIDC) in Nagpur's grievance management procedures in various
industry sectors. Manufacturing, automotive, medicine, clothing, and IT technology are just a
few of the businesses that call Butibori MIDC, one of Maharashtra's major industrial zones,
home. The kind, frequency, and methods used for resolving grievances are influenced by the
distinct worker characteristics and operational dynamics found in each of these industries.
Conducting an unbiased comparison of the grievance management processes used by
different industry sectors inside Butibori MIDC is the main goal of this research. The
research attempts to pinpoint best practices and draw attention to areas that require
development by looking at the processes, behaviours, and results related to grievance
redressal in various industries. Understanding how various sectors handle employee
grievances and the effects of these processes on worker satisfaction and organisational
success requires a comparative analysis, which this paper provides.
Both qualitative and quantitative methodologies will be used in this study project. Case
studies, interviews, and surveys will offer in-depth information about how each industry
handles grievances. To evaluate the efficacy of the procedures in place, key performance
indicators such the time it takes to address grievances, employee satisfaction with the method
of resolution, and the frequency of comparable grievances will be examined.
There are several reasons why this research is important. First off, by offering actual data
from a varied industrial cluster like Butibori MIDC, it would add to the corpus of information

Volume-21, lasue-SE Jenisrg-done 2024, iajean2014@gmail.com, ISSN -2393-9048 4N

ey

o

e

—


mailto:iajesm2014@gmail.com

“Foster Emotional Intelligence in Youth Through Education” (ICFEIYE-2024)
DATE: 15 April 2024

Multidisciplinary, Indexed, Double-Blind, Open Access, Peer-Reviewed, Refereed-
International Journal, Impact factor (SJIF) = 7.938

already available on grievance management. Second, it will provide HR professionals and
business executives with useful suggestions for improving their grievance management
procedures. Finally, the study intends to support the creation of more resilient and flexible
grievance resolution frameworks that can be used to a variety of businesses by identifying
sector-specific issues and solutions. One important factor that determines both employee
happiness and organisational performance is how well grievance management procedures
work. By means of a comparative analysis of several industry sectors in Butibori MIDC,
Nagpur, the study aims to shed light on the advantages and disadvantages of existing
practices and suggest feasible enhancements to promote a more peaceful and efficient
industrial setting.
1.2 Objectives of the research:
1. To identify the satisfaction from the steps involved in the grievance redressal processes in
various industry sectors at Butibori MIDC, Nagpur.
2. To conduct a comparative analysis of the effectiveness of grievance handling mechanisms
among various industry sectors at Butibori MIDC, Nagpur.
2. Literature Review:
Rani, M. (2021) states that companies in India are currently dealing with extremely
significant issues related to employee complaints. Both intrapersonal and interpersonal
grievances are possible. A grievance is a type of complaint about any problem pertaining to
any organisational issue. Anger might originate from imagined or genuine causes. If the
organisation doesn't find a quick solution, the issue may escalate into a disagreement or
dispute, which may negatively impact the organization's morale and output. In order to
address the issue, an organisation puts up a grievance management mechanism. With the
exception of time frame variances, the grievance management processes for Indian and
foreign employees are nearly identical. Indian organisations are inflexible when it comes to
the formal, hierarchical process of problem-solving. Additionally, they are not prepared to
assume accountability and the initiative to find a quick solution. International businesses
follow the law as well, but they don't wait to resolve disputes.
Businesses invest significant resources in addressing complaints from customers, and the
marketing industry has a long history of assisting that business to foster client loyalty, claim
Morgeson |11, F. V. et al. (2020). The success of this reaction, according to the authors, may
vary depending on aspects related to the economy, industry, customer-firm relationship,
product/service, and client group, which might change the firm's motivations to compete on
complaint handling. They use a sample of 35,597 complaint customers over a ten-year period
from a variety of economic sectors, industries, and enterprises to explore factors that impact
the grievance recovery—customer loyalty connection in order to answer this issue. They do
this by integrating economic and marketing theories. Overall, the authors discover that the
recovery—loyalty association is greater for luxury goods, businesses with higher levels of
rivalry, economies experiencing quicker growth, and customers with higher levels of
satisfaction and customisation expectations. On the other hand, when consumers have larger
expectations for the dependability of manufactured items and for males as opposed to
women, the recovery-loyalty link is weaker. The authors talk about how these findings may
help managers, legislators, and researchers handle consumer concerns more skillfully.
3. Research Methodology:
In the present study descriptive and analytical research design has been used to describe the
satisfaction from the components and steps involved in the grievance redressal processes and
to analyse the effectiveness of grievance handling mechanisms among various industry
sectors at Butibori MIDC, Nagpur
For the purpose of this research, primary data has been collected through semi-structured
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questionnaire from the employees of various industries working in Butibori MIDC, Nagpur.
For the purpose of this research, 100 employees were selected using convenient sampling
technique.
4.1 Satisfaction from the components and steps involved in the grievance redressal
process:
An attempt is made to study the satisfaction level of 100 employees working in various
industries of Butibori MIDC, Nagpur towards the components and steps involved in the
grievance redressal process where following results have been obtained:

Satisfaction from the Grievance Redressal
Process in your Industry

very Satisfied I 20
satisfied | 31
Neutral N 13
Dissatisfied NG 21
Very Dissatisfied [N -

o] 5 10 15 20 25 30 35

The "Satisfaction from the Grievance Redressal Process in your Industry™ bar chart shows
that while over half (53%) of the participants have a positive opinion of the grievance
redressal process, the majority of respondents—31 out of 100 respondents, or 32%—are
satisfied with it. An additional 20 respondents, or 21%, are very satisfied. Nonetheless, there
is a notable degree of discontent, with 21 respondents (22%) expressing dissatisfaction and
15 respondents (16%) expressing considerable unhappiness, making up 36% of the
participants who expressed unfavourable opinions. Thirteen respondents, or 14%, are still
undecided. This distribution indicates areas where modifications are needed to increase
overall satisfaction, even though the grievance redressal procedure is usually seen favourably
by the workers. A sizeable section of the workforce appears to be either indifferent or
unsatisfied.
4.2 Effectiveness of Grievance Redressal Process:
An attempt is also made to study the effectiveness of the grievance redressal process at
various industries in Butibori, MIDC, Nagpur where following results have been obtained:
How would you Rate the effectiveness of the
grievance handling mechanism in your industry?
35

30

25

33
19 21
20 16
15 11
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o]

Much more More effective Equally effective Less effective Much less
effective effective

The most respondents, 33 out of 100, think their industry's grievance dealing system is "More
effective” when compared to other sectors, as seen in the bar chart headed "How would you
Rate the effectiveness of the grievance handling mechanism in your industry?" In the
meantime, 19 people say it's "Much more effective." That being said, 16 respondents believe
it to be "Much less effective,” while 21 respondents think it to be "Less effective." Eleven
respondents also believe it to be "Equally effective” compared to other areas. This shows that
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opinions on effectiveness are divided; while a sizable majority (52%) saw it favourably as
either more or much more effective, a large minority (37%) saw it negatively as either less or
considerably less successful, indicating that there is still need for development in some areas.
5.1 Findings and Conclusions:
The research assesses the efficiency of Butibori Maharashtra Industrial Development
Corporation's (MIDC) complaints resolution procedures in many industry sectors in Nagpur.
It highlights how important these kinds of procedures are to preserving amicable workplace
relationships and contented workers. The study is to provide a comparative analysis of
grievance management practices among industries such manufacturing, automobiles
medicine, textiles, and information technology using qualitative as well as quantitative
methods. The results show that most respondents had a positive opinion of the grievance
redressal procedure, with more than half indicating satisfaction. Still, a sizable percentage
express dissatisfaction or indifference, indicating areas that require work in order to raise
total employee satisfaction. Furthermore, different industries have different opinions on how
successful grievance management procedures are; some are thought to be more successful
than others. These findings emphasise the necessity of sector-specific strategies and point to
ways to improve grievance management procedures in order to promote a more peaceful and
effective working environment at Butibori MIDC in Nagpur.
In conclusion, the Butibori MIDC, Nagpur comparative analysis of grievance handling
procedures across different business sectors emphasises the need of efficient grievance
resolution in preserving amicable workplace relations and raising employee satisfaction.
Although the majority of respondents say they are pleased with the complaint redressal
procedure, a sizeable number are either unsatisfied or uninterested, which suggests that there
is room for improvement. The necessity for specialised strategies to handle sector-specific
difficulties is further highlighted by the disparate views of performance across industries.
With the help of these results, HR professionals and business executives can improve the
grievance management procedures in Butibori MIDC and create a more favourable and
productive work environment, which will eventually improve employee satisfaction and
organisational performance.
5.2 Suggestions:
Implementing sector-specific measures to improve grievance handling procedures at Butibori
MIDC, Nagpur, is one of the study's main recommendations. To increase overall efficacy,
business leaders and human resources professionals should concentrate on resolving the
issues brought up by disgruntled or uninterested workers, building on the good parts that
were noted, such as the general satisfaction with the process. In order to reduce complaints
and create a more peaceful workplace, it can also be helpful to maintain open lines of
communication and train managers and staff in conflict resolution methods. In addition, to
guarantee long-term progress and organisational success, grievance management processes
must be continuously reviewed and improved upon in response to input and changing
industry dynamics.
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