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Abstract 

The present study focuses on the grievance handling procedures followed in The Singareni 

Collieries Company Limited (SCCL) and their role in maintaining healthy industrial relations 

within the organization. Grievance handling is an essential aspect of human resource 

management that helps employees express their complaints, dissatisfaction, and work-related 

issues in a systematic manner. Effective grievance handling procedures contribute to employee 

satisfaction, improved morale, higher productivity, and organizational harmony.The main 

objective of the study is to analyze the existing grievance handling mechanisms adopted by 

SCCL and to evaluate their effectiveness in resolving employee grievances. The study also aims 

to identify the common causes of grievances among employees and examine the level of 

employee satisfaction regarding the grievance redressal process. Both primary and secondary 

data sources are used for the study. Primary data is collected through questionnaires and 

interactions with employees, while secondary data is gathered from company reports, journals, 

books, and official records.The findings of the study reveal that SCCL has established formal 

grievance handling procedures that provide employees with opportunities to communicate their 

problems to higher authorities. The organization follows a structured approach in resolving 

grievances through supervisors, departmental heads, and grievance committees. However, 

certain delays in grievance resolution and communication gaps were identified during the study. 

The research suggests that timely response, transparent communication, employee awareness 

programs, and improved management-employee relationships can further strengthen the 

grievance handling system.The study concludes that an effective grievance handling procedure 

plays a vital role in promoting employee confidence and maintaining cordial industrial relations 

in SCCL. Proper grievance management not only helps in resolving employee issues efficiently 

but also contributes to organizational growth and employee welfare. 

Keywords: Grievance Handling, Grievance Redressal, Employee Satisfaction, Industrial 

Relations, Employee Welfare, Conflict Resolution, Employee Communication, Organizational 

Harmony. 

I. INTRODUCTION 

Grievance handling is an important function 

of human resource management that helps 

maintain healthy relationships between 

employees and management in an 

organization. In every workplace, employees 

may experience dissatisfaction regarding 

wages, working conditions, promotions, 

transfers, supervision, safety measures, or 

organizational policies. If such grievances 

are not addressed properly and on time, they 

may lead to reduced employee morale, lower 

productivity, absenteeism, conflicts, and 

industrial disputes. Therefore, organizations 

establish systematic grievance handling 

procedures to resolve employee complaints 

effectively and maintain industrial harmony. 

The Singareni Collieries Company Limited 

(SCCL) is one of the largest coal mining 

companies in India and plays a significant 

role in the country’s energy sector. Since 

SCCL employs a large workforce working 

under challenging and risk-prone conditions, 

maintaining employee satisfaction and 

effective communication becomes essential. 

The organization has developed grievance 

handling mechanisms to provide employees 

with an opportunity to express their problems 

and seek fair solutions through proper 
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channels. These procedures help in building 

trust, improving employer-employee 

relationships, and ensuring a positive 

working environment. 

The present study aims to examine the 

grievance handling procedures followed in 

SCCL and evaluate their effectiveness in 

resolving employee grievances. The study 

focuses on identifying the major causes of 

grievances, understanding employee 

opinions regarding the grievance redressal 

system, and analyzing the role of 

management in handling employee 

complaints. It also highlights the importance 

of prompt grievance resolution in improving 

employee satisfaction and organizational 

efficiency. 

An effective grievance handling system not 

only resolves employee problems but also 

strengthens industrial relations and enhances 

organizational productivity. Hence, studying 

the grievance handling procedures in SCCL 

provides valuable insights into employee 

welfare practices and the overall 

effectiveness of human resource 

management in the organization. 

 

II. RESEARCH OBJECTIVE 

➢ To study the grievance handling 

procedures followed in The Singareni 

Collieries Company Limited (SCCL).  

➢ To identify the major causes of 

grievances among employees in SCCL.  

➢ To examine the effectiveness of the 

existing grievance redressal system in 

the organization.  

➢ To analyze employee satisfaction 

regarding grievance handling 

procedures.  

➢ To study the role of management and 

supervisors in resolving employee 

grievances.  

➢ To evaluate the communication process 

involved in grievance handling.  

➢ To identify the problems and delays 

faced in grievance resolution.  

➢ To suggest suitable measures for 

improving the grievance handling 

mechanism in SCCL.  

➢ To understand the impact of grievance 

handling on employee morale and 

industrial relations.  

➢ To assess whether the grievance 

procedures help in maintaining a healthy 

work environment within the 

organization. 

III. RESEARCH METHODOLOGY 

➢ Descriptive research design was used 

for the study.  

➢ The study is analytical and empirical in 

nature.  

➢ The study was conducted in The 

Singareni Collieries Company Limited 

(SCCL).  

➢ Both primary and secondary data were 

used for the study.  

➢ Primary data was collected through 

structured questionnaires and direct 

interaction with employees.  

➢ Secondary data was collected from 

company reports, journals, books, 

websites, magazines, and official 

records.  

➢ Simple random sampling method was 

adopted for selecting respondents.  

➢ Data was collected from selected 

employees of SCCL.  

➢ Percentage analysis, tables, charts, and 

graphs were used for data analysis and 

interpretation.  

➢ The study was conducted during the 

project/academic study period.  

➢ The methodology was used to evaluate 

the effectiveness of grievance handling 

procedures in SCCL. 

IV. REVIEW OF LITERATURE 

Several researchers and human resource 

experts have emphasized the importance of 

grievance handling procedures in 

maintaining healthy industrial relations and 

employee satisfaction within organizations. 

Effective grievance management helps 

organizations identify employee 

dissatisfaction at an early stage and provides 

opportunities for resolving conflicts in a 

systematic and fair manner. Studies on 

industrial organizations have shown that 
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proper grievance handling mechanisms 

improve employee morale, reduce 

absenteeism, minimize labor disputes, and 

enhance productivity. 

According to various human resource 

management studies, grievance handling 

procedures act as an important 

communication channel between employees 

and management. Researchers have observed 

that employees feel more motivated and 

committed to their work when their 

complaints and problems are addressed 

promptly and fairly. The literature also 

highlights that delays in grievance resolution, 

lack of transparency, and poor 

communication may create dissatisfaction 

among employees and negatively affect 

organizational performance. 

Several studies conducted in public sector 

and mining organizations indicate that 

working conditions, wages, promotions, 

transfers, safety measures, and supervisor 

behavior are the common causes of employee 

grievances. In labor-intensive industries such 

as coal mining, grievance handling becomes 

more significant because employees work 

under risky and stressful conditions. 

Researchers have suggested that 

organizations should establish formal 

grievance redressal systems, grievance 

committees, and employee counseling 

mechanisms to ensure quick and effective 

settlement of grievances. 

Studies related to The Singareni Collieries 

Company Limited (SCCL) and similar 

industrial organizations reveal that 

maintaining cordial relationships between 

management and employees is essential for 

organizational stability and productivity. The 

literature further suggests that employee 

participation, transparent communication, 

and supportive management practices 

strengthen grievance handling procedures 

and contribute to better industrial harmony. 

Overall, previous studies conclude that an 

effective grievance handling system is a key 

factor in promoting employee welfare and 

organizational success. 

V. DATA ANALYSIS & 

INTERPRETATION 

1. Awareness of Grievance Procedure 

 

Interpretation 

The majority of employees are aware of the 

grievance handling procedures followed in 

the organization, indicating effective 

communication between management and 

employees. 

2. Response Time for Grievances 

 

Interpretation 

Most employees expressed satisfaction 

regarding the time taken by management to 

respond to grievances, showing the 

efficiency of the grievance redressal process. 

3. Fairness in Grievance Handling 
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Interpretation 

Employees believe that grievances are 

handled fairly and impartially, which helps in 

maintaining trust and healthy industrial 

relations. 

4. Communication with Management 

 

Interpretation 

The communication process between 

employees and management during 

grievance handling was found satisfactory by 

most respondents. 

5. Role of Supervisors 

 

Interpretation 

Supervisors play an important role in 

resolving employee grievances and 

maintaining cordial relationships at the 

workplace. 

6. Employee Satisfaction 

 

Interpretation 

Most employees expressed overall 

satisfaction with the grievance handling 

procedures followed in the organization, 

indicating a positive work environment. 

VI.  FINDINGS 

➢ The majority of employees are aware of 

the grievance handling procedures 

followed in The Singareni Collieries 

Company Limited (SCCL).  

➢ Employees expressed positive opinions 

regarding the communication process 

between management and workers 

during grievance handling.  
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➢ The organization follows a structured 

grievance redressal mechanism for 

resolving employee complaints.  

➢ Most employees are satisfied with the 

response provided by management 

toward grievances.  

➢ Supervisors and departmental heads 

play an important role in identifying and 

resolving employee grievances.  

➢ Employees believe that the grievance 

handling process is fair and transparent 

in most situations.  

➢ Timely resolution of grievances helps in 

improving employee morale and job 

satisfaction.  

➢ Certain employees reported delays in 

grievance settlement due to procedural 

formalities.  

➢ Effective grievance handling procedures 

contribute to maintaining healthy 

industrial relations within the 

organization.  

➢ The grievance redressal system helps in 

reducing conflicts, misunderstandings, 

and dissatisfaction among employees.  

➢ Employee participation and proper 

communication improve the 

effectiveness of grievance handling 

procedures.  

➢ Overall, the grievance handling 

mechanism in SCCL supports employee 

welfare and organizational harmony. 

 

VII. FUTURE SCOPE 

The future scope of the study on Grievance 

Handling Procedures in The Singareni 

Collieries Company Limited (SCCL) is 

broad and significant, as effective grievance 

management plays an important role in 

maintaining employee satisfaction, industrial 

peace, and organizational productivity. 

Future studies can focus on examining the 

long-term effectiveness of grievance 

handling procedures and their impact on 

employee morale, job satisfaction, 

organizational commitment, productivity, 

and employee-management relationships. 

Researchers can analyze the common types 

and causes of grievances among employees 

and identify suitable strategies for preventing 

workplace issues before they become serious 

conflicts. 

Future research can also focus on the use of 

modern technology in grievance handling. 

Digital grievance management systems, 

online complaint portals, mobile 

applications, automated tracking systems, 

and data analytics can be studied to 

understand how technology can make the 

grievance redressal process faster, more 

transparent, confidential, and efficient. Such 

systems can help employees track the status 

of their grievances and enable management 

to identify recurring problems and take 

appropriate corrective measures. 

Researchers may also examine the role of 

artificial intelligence and digital 

communication tools in improving grievance 

analysis and employee support. 

Further studies can include employees from 

different departments, job levels, mining 

locations, and operational units of SCCL to 

obtain a broader understanding of employee 

perceptions regarding the grievance handling 

process. A larger sample size can provide 

more detailed and reliable findings. 

Comparative studies can also be conducted 

between SCCL and other mining companies 

or public and private sector organizations to 

identify effective grievance handling 

practices and areas for improvement. 

Another important area for future research is 

the relationship between grievance handling 

and employee well-being, workplace stress, 

job security, safety, and industrial relations. 

Since the mining industry involves 

challenging working conditions and 

operational risks, employees may face 

various work-related, personal, and safety 

concerns. Future studies can examine how 

timely grievance resolution helps reduce 

employee stress, dissatisfaction, 

absenteeism, conflicts, and employee 

turnover. The role of supervisors, trade 

unions, grievance committees, and 

management in resolving employee issues 

can also be studied in greater detail. 

Furthermore, future research can focus on 

improving employee awareness regarding 

grievance procedures and encouraging 

employees to communicate their concerns 

without fear of discrimination or negative 

consequences. Studies can examine the 

importance of transparent communication, 

confidentiality, regular feedback, employee 

participation, and management support in 

building trust in the grievance redressal 

system. Overall, future studies can help 

SCCL develop a more modern, transparent, 

employee-friendly, and technology-driven 
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grievance handling system. Continuous 

improvement in grievance management can 

strengthen employee confidence, workplace 

harmony, industrial relations, organizational 

productivity, and the long-term growth and 

success of the organization. 

 

VIII.  CONCLUSION 

The study on grievance handling procedures 

in The Singareni Collieries Company 

Limited (SCCL) reveals that grievance 

management plays an important role in 

maintaining healthy industrial relations and 

employee satisfaction within the 

organization. The company has established a 

systematic grievance redressal mechanism 

that enables employees to communicate their 

problems and seek appropriate solutions 

through proper channels. The study indicates 

that most employees are aware of the 

grievance handling procedures and are 

generally satisfied with the support provided 

by management in resolving workplace 

issues. 

The findings also show that effective 

communication, supportive supervisors, and 

fair grievance handling practices contribute 

positively to employee morale and 

organizational harmony. Timely settlement 

of grievances helps in reducing 

dissatisfaction, misunderstandings, and 

conflicts among employees. However, the 

study identified that delays in grievance 

resolution and procedural formalities may 

sometimes affect employee satisfaction. 

Therefore, SCCL should focus on improving 

response time, enhancing transparency, and 

conducting awareness programs regarding 

grievance procedures. 

Overall, the grievance handling system in 

SCCL has been functioning effectively and 

contributes to employee welfare, 

organizational productivity, and cordial 

management-employee relationships. An 

efficient grievance handling mechanism not 

only resolves employee complaints but also 

strengthens trust, motivation, and 

cooperation within the organization. Hence, 

continuous improvement in grievance 

management practices is essential for 

maintaining a positive work environment and 

achieving long-term organizational success. 
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