VoLUME No. 3 (2013), I ssue No. 06 (JUNE) I SSN 2231-1009

INTERNATIONAL JOURNAL OF RESEARCH IN
COMPUTER APPLICATION & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories
Indexed & Listed at:
Ulrich's Periodicals Directory ©, ProQuest, U.S.A., EBSCO Publishing, U.S.A., Cabell’s Directories of Publishing Opportunities, U.S.A.,
Open J-Gage, India [link of the same is duly available at Inflibnet of University Grants Commission (U.G.C.)],
Index Copernicus Publishers Panel, Poland{iifilCNVAEIEIBABEI08 &number of libraries all around the world.
Circulated all over the world & Google has verified that scholars of more than 2501 Cities in 159 countries/territories are visiting our journal on regular basis.
Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI — 135 003, Yamunanagar, Haryana, INDIA

http://ijrcm.org.in/




VoLUME No. 3 (2013), I ssue No. 06 (JUNE)

| SSN 2231-1009

CONTENTS

No, TITLE & NAME OF THE AUTHOR (S) e

1. | FORECASTING OF ELECTRICITY DEMAND USING SARIMA AND FEED FORWARD NEURAL NETWORK MODELS 1
CHANDRABHUSHAN KESAVABHOTLA, DR. V. V. HARAGOPAL & DR. A. VINAY BABU

2. | FINANCIAL LITERACY FOR SUSTAINABILITY: A STUDY ON RURAL INDIANS WITH SPECIAL REFERENCE TO KARNATAKA 7
ANAND.M.B & DR. SREENIVAS D L

3. | EMPLOYEES PERCEPTION TOWARDS COMPETENCY MAPPING PRACTICES IN INSURANCE SECTOR : AN EMPIRICAL STUDY 12
DR. D. S. CHAUBEY, NIDHI MAITHEL & VISHAL GUPTA

4. | SIMULATION BASED PERFORMANCE ANALYSIS OF TCP VARIANTS 19
HITESH N. PARVADIYA, KETAN B. SHETH & RAHUL D. MEHTA

5. | PERSONALIZED TERRITORIES ARE APPARENT COPING AGENT FOR STRESS AMONG CORPORATE EMPLOYEES: AN EMPIRICAL INVESTIGATION OF | 23
CORPORATE WORKSTATIONS WITH REGIONAL CONTEXT
L.SAIKALA & A.SELVARANI

6. | WORLD TOURISM SCENARIO AND CONTRIBUTION OF TOP 15 COUNTRIES IN INDIA’S FTA 28
DR. JASBIR SINGH

7. | COLOR IMAGE SEGMENTATION USING IMPROVED HISTOGRAM BASED CLUSTERING AND QUADTREE DECOMPOSITION TECHNIQUE 39
SANGEETHA T.S, JAYALAKSHMI N & RAJKUMAR NALLAMUTHU

8. | EVALUATING SMALL AND MEDIUM SCALE INDUSTRIAL DEVELOPMENT THROUGH INDUSTRIAL ESTATES OF DIFFERENT DISTRICTS AND DIVISIONS | 42
OF BANGLADESH
ABDUL LATIF & KHANDAKER DAHIRUL ISLAM

9. | ASTUDY ON CONSEQUENCES OF CRM IN PRIVATE BANKS 47
N.RAJASEKARAN & DR. T. VANNIARAJAN

10. | REDRESSAL AND SETTLEMENT OF EMPLOYEES GRIEVANCES - A STUDY OF SELECTED INDUSTRIAL UNITS 53
DR. SUPRIYA CHOUDHARY

11. | STRESS AMONG FACULTY IN ENGINEERING AND ARTS COLLEGES IN NAMAKKAL DISTRICT -EMPIRICAL STUDY 58
DR. S. RAJARAJESWARI

12. | AN EMBEDDED CORPORATE SOCIAL RESPONSIBILITY MATRIX: A WAY AHEAD FOR SUSTAINABLE AND EQUITABLE BENEFIT FOR THE FIRM AND | 62
THE SOCIETY
M JOTHI & DR. S P MATHIRAJ

13. | AN APPROACH TOWARDS RELATIONAL WEB MINING WITH CORRESPONDENCE OF LINK BREAKDOWN STRUCTURE 69
SM SARAVANAKUMAR & R SHANMUGAVADIVU

14. | A STUDY ON FACTORS AFFECTING THE RISK PERCEPTION OF MUTUAL FUND INVESTORS 75
DR. NIDHI WALIA & RAVINDER KUMAR

15. | PERCEPTIONS OF EFFECTIVE TEACHING PRACTICES AND INSTRUCTORS’ CHARACTERISTICS IN TEACHING AT UNIVERSITIES 79
DR. BIRHANU MOGES ALEMU

16. | ASTUDY ON EMPLOYEE ABSENTEEISM IN INFO SCIENCE LTD. 87
AKKUPALLI ANJANAIAH

17. | CALENDAR ANOMALY IN CNX-AUTO, BANK AND FMCG INDEX FOR THE PERIOD OF JANUARY 2004 TO MARCH 2013 100
SHAILAJA P. YADAV

18. | EMPLOYEES’ AWARENESS TOWARDS TNSTC LIMITED, VILLUPURAM REGION 109
DR. M. RAJARAJAN & S.ANANDARAJAN

19. | THE CHANGING FACE OF RISK MANAGEMENT IN INDIAN COMMERCIAL BANKS 113
ASHA SINGH & DR. POONAM GUPTA

20. | ESTIMATION OF ENERGY CONSUMPTION IN GRID BASED WIRELESS SENSOR NETWORKS 117
REECHA SOOD

21. | EXPERIMENTAL INVESTIGATION ABOUT INFLUENCES OF PROCESSING PARAMETERS IN PLASTIC EXTRUSION PROCESS 121
SISAY G. WOLDEAREGAY, ACHAMYELEH A. KASSIE, M. NARASIMHA & R. REJI KUMAR

22. | ASTUDY ON CUSTOMERS PERCEPTION TOWARDS DTH SERVICES 129
R. SRIKANTH & V. PANNAGA

23. | CUSTOMER SATISFACTION AND ELECTRONIC BANKING SERVICE ON SOME SELECTED BANKS OF ETHIOPIA 133
PHILIPOS LAMORE BAMBORE

24. | INTERNET SURFING AMONG THE STUDENTS OF ASSAM UNIVERSITY, SILCHAR 139
DR. CHONGTHAM BEDA DEVI

25. | AN ASCERTAINMENT OF EMPIRICAL AND THEORETICAL SACREDNESS OF SOCIAL SAFETY AND SECURITY OF READYMADE GARMENT WORKERS IN | 146
BANGLADESH: A THRIVING COUNTRY NOUMENON
ABU ZAFAR AHMED MUKUL, MOHAMMAD TANJIMUL ISLAM & ABDULLAH ISHAK KHAN

26. | BRAND SALIENCE AND BRAND ASSOCIATION, A TOOL TO GAIN TOURIST DESTINATION REVISITATION: DMO’s PERSPECTIVE 154
ASHAQ HUSSAIN NAJAR & PRIYA SINGH

27. | ROLE OF EFFECTIVE LEADERSHIP ON INTERNET BUSINESS MODELS OF RELIANCE LIFE INSURANCE IN INDIA 157
SUBHRANSU SEKHAR JENA

28. | THE PRACTICE OF TEACHERS PEDAGOGICAL SKILLS IMPROVEMENT PROGRAM AT ADAMA SCIENCE AND TECHNOLOGY UNIVERSITY 163
FEKADU CHERINET ABIE

29. | THE IMPACT OF FIVE FACTOR MODEL OF PERSONALITY ON ORGANIZATIONAL CITIZENSHIP BEHAVIOR OF NON-MANAGERIAL EMPLOYEES IN THE | 168
BANKING SECTOR IN SRI LANKA
U.W.M.R. SAMPATH KAPPAGODA

30. | CORPORATE SOCIAL RESPONSIBILITY IN BANKING INSTITUTIONS IN RELATION TO CLIENT SATISFACTION AND COMPETITIVE ADVANTAGE: A CASE | 174
OF COMMERCIAL BANKS IN CHUKA
LENITY KANANU M., RAEL MWIRIGI & JOHN NJOROGE

182

REQUEST FOR FEEDBACK

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3 (2013), I ssue No. 06 (JUNE) | SSN 2231-1009

CHIEF PATRON

PROF. K. K. AGGARWAL
Chairman, Malaviya National Institute of Technology, Jaipur
(An institute of National Importance & fully funded by Ministry of Human Resource Development, Government of India)
Chancellor, K. R. Mangalam University, Gurgaon
Chancellor, Lingaya’s University, Faridabad
Founder Vice-Chancellor (1998-2008), Guru Gobind Singh Indraprastha University, Delhi
Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar

FOUNDER PATRON
LATE SH. RAM BHAJAN AGGARWAL
Former State Minister for Home & Tourism, Government of Haryana

Former Vice-President, Dadri Education Society, Charkhi Dadri
Former President, Chinar Syntex Ltd. (Textile Mills), Bhiwani

CO-ORDINATOR,
DR. SAMBHAV GARG
Faculty, Shree Ram Institute of Business & Management, Urjani

ADVISORS
DR. PRIYA RANJAN TRIVEDI
Chancellor, The Global Open University, Nagaland
PROF. M. S. SENAM RAJU
Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi
PROF. S. L. MAHANDRU
Principal (Retd.), MaharajaAgrasenCollege, Jagadhri

EDITOR,

PROF. R. K. SHARMA
Professor, Bharti Vidyapeeth University Institute of Management & Research, New Delhi

EDITORIAL ADVISORY BOARD
DR. RAJESH MODI
Faculty, YanbulndustrialCollege, Kingdom of Saudi Arabia
PROF. PARVEEN KUMAR
Director, M.C.A., Meerut Institute of Engineering & Technology, Meerut, U. P.
PROF. H. R. SHARMA
Director, Chhatarpati Shivaji Institute of Technology, Durg, C.G.
PROF. MANOHAR LAL
Director & Chairman, School of Information & Computer Sciences, I.G.N.O.U., New Delhi
PROF. ANIL K. SAINI
Chairperson (CRC), GuruGobindSinghl. P. University, Delhi
PROF. R. K. CHOUDHARY
Director, Asia Pacific Institute of Information Technology, Panipat

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 3 (2013), I ssue No. 06 (JUNE) | SSN 2231-1009

DR. ASHWANI KUSH
Head, Computer Science, UniversityCollege, KurukshetraUniversity, Kurukshetra
DR. BHARAT BHUSHAN
Head, Department of Computer Science & Applications, GuruNanakKhalsaCollege, Yamunanagar
DR. VIJAYPAL SINGH DHAKA
Dean (Academics), Rajasthan Institute of Engineering & Technology, Jaipur
DR. SAMBHAVNA
Faculty, I.L.T.M., Delhi
DR. MOHINDER CHAND
Associate Professor, KurukshetraUniversity, Kurukshetra
DR. MOHENDER KUMAR GUPTA
Associate Professor, P.J.L.N.GovernmentCollege, Faridabad
DR. SAMBHAV GARG
Faculty, Shree Ram Institute of Business & Management, Urjani
DR. SHIVAKUMAR DEENE
Asst. Professor, Dept. of Commerce, School of Business Studies, Central University of Karnataka, Gulbarga
DR. BHAVET
Faculty, Shree Ram Institute of Business & Management, Urjani

ASSOCIATE EDITORS

PROF. ABHAY BANSAL
Head, Department of Information Technology, Amity School of Engineering & Technology, Amity University, Noida
PROF. NAWAB ALI KHAN
Department of Commerce, AligarhMuslimUniversity, Aligarh, U.P.
ASHISH CHOPRA
Sr. Lecturer, Doon Valley Institute of Engineering & Technology, Karnal

TECHNICAL ADVISOR,

AMITA
Faculty, Government M. S., Mohali

FINANCIAL ADVISORS
DICKIN GOYAL
Advocate & Tax Adviser, Panchkula
NEENA
Investment Consultant, Chambaghat, Solan, Himachal Pradesh

LEGAL ADVISORS

JITENDER S. CHAHAL
Advocate, Punjab & Haryana High Court, Chandigarh U.T.
CHANDER BHUSHAN SHARMA
Advocate & Consultant, District Courts, Yamunanagar at Jagadhri

SUPERINTENDENT

SURENDER KUMAR POONIA

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

iv




VoLUME No. 3 (2013), I ssue No. 06 (JUNE) I SSN 2231-1009

CALL FOR MANUSCRIPTS

We invite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in the areas of
Computer Science & Applications; Commerce; Business; Finance; Marketing; Human Resource Management; General Management; Banking;
Economics; Tourism Administration & Management; Education; Law; Library & Information Science; Defence & Strategic Studies; Electronic Science;
Corporate Governance; Industrial Relations; and emerging paradigms in allied subjects like Accounting; Accounting Information Systems; Accounting
Theory & Practice; Auditing; Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; Econometrics; Economic
Development; Economic History; Financial Institutions & Markets; Financial Services; Fiscal Policy; Government & Non Profit Accounting; Industrial
Organization; International Economics & Trade; International Finance; Macro Economics; Micro Economics; Rural Economics; Co-operation;
Demography: Development Planning; Development Studies; Econometrics; Applied Economics; Development Economics; Business Economics;
Monetary Policy; Public Policy Economics; Real Estate; Regional Economics; Political Science; Continuing Education; Labour Welfare; Philosophy;
Psychology; Sociology; Tax Accounting; Advertising & Promotion Management; Management Information Systems (MIS); Business Law; Public
Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business; Health Care Administration; Labour Relations & Human
Resource Management; Marketing Research; Marketing Theory & Applications; Non-Profit Organizations; Office Administration/Management;
Operations Research/Statistics; Organizational Behavior & Theory; Organizational Development; Production/Operations; International Relations;
Human Rights & Duties; Public Administration; Population Studies; Purchasing/Materials Management; Retailing; Sales/Selling; Services; Small Business
Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism & Hospitality; Transportation Distribution; Algorithms; Artificial
Intelligence; Compilers & Translation; Computer Aided Design (CAD); Computer Aided Manufacturing; Computer Graphics; Computer Organization &
Architecture; Database Structures & Systems; Discrete Structures; Internet; Management Information Systems; Modeling & Simulation; Neural
Systems/Neural Networks; Numerical Analysis/Scientific Computing; Object Oriented Programming; Operating Systems; Programming Languages;
Robotics; Symbolic & Formal Logic; Web Design and emerging paradigms in allied subjects.

Anybody can submit the soft copy of unpublished novel; original; empirical and high quality research work/manuscript anytime in M.S. Word format
after preparing the same as per our GUIDELINES FOR SUBMISSION; at our email address i.e. infoijrcm@gmail.com or online by clicking the link online
submission as given on our website (FOR ONLINE SUBMISSION, CLICK HERE).

GUIDELINES FOR SUBMISSION OF MANUSCRIPT

1. COVERING LETTER FOR SUBMISSION:

DATED:
THE EDITOR
IJRCM

Subject: ~ SUBMISSION OF MANUSCRIPT IN THE AREA OF

(e.g. Finance/Marketing/HRM/General Management/Economics/Psychology/Law/Computer/IT/Engineering/Mathematics/other, please specify)
DEAR SIR/MADAM

Please find my submission of manuscript entitled ‘ ' for possible publication in your journals.

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published elsewhere in any language fully or partly, nor is it
under review for publication elsewhere.

| affirm that all the author (s) have seen and agreed to the submitted version of the manuscript and their inclusion of name (s) as co-author (s).

Also, if my/our manuscript is accepted, I/We agree to comply with the formalities as given on the website of the journal & you are free to publish our
contribution in any of your journals.

NAME OF CORRESPONDING AUTHOR:

Designation:

Affiliation with full address, contact numbers & Pin Code:
Residential address with Pin Code:

Mobile Number (s):

Landline Number (s):

E-mail Address:

Alternate E-mail Address:

NOTES:

a)  The whole manuscript is required to be in ONE MS WORD FILE only (pdf. version is liable to be rejected without any consideration), which will start from
the covering letter, inside the manuscript.

b)  The sender is required to mentionthe following in the SUBJECT COLUMN of the mail:
New Manuscript for Review in the area of (Finance/Marketing/HRM/General Management/Economics/Psychology/Law/Computer/IT/
Engineering/Mathematics/other, please specify)

c)  Thereis no need to give any text in the body of mail, except the cases where the author wishes to give any specific message w.r.t. to the manuscript.

d)  The total size of the file containing the manuscript is required to be below 500 KB.

e)  Abstract alone will not be considered for review, and the author is required to submit the complete manuscript in the first instance.

f) The journal gives acknowledgement w.r.t. the receipt of every email and in case of non-receipt of acknowledgment from the journal, w.r.t. the submission
of manuscript, within two days of submission, the corresponding author is required to demand for the same by sending separate mail to the journal.

2. MANUSCRIPT TITLE: The title of the paper should be in a 12 point Calibri Font. It should be bold typed, centered and fully capitalised.

3. AUTHOR NAME (S) & AFFILIATIONS: The author (s) full name, designation, affiliation (s), address, mobile/landline numbers, and email/alternate email
address should be in italic & 11-point Calibri Font. It must be centered underneath the title.

4. ABSTRACT: Abstract should be in fully italicized text, not exceeding 250 words. The abstract must be informative and explain the background, aims, methods,
results & conclusion in a single para. Abbreviations must be mentioned in full.

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

\"




VoLUME No. 3 (2013), I ssue No. 06 (JUNE) I SSN 2231-1009

5. _: Abstract must be followed by a list of keywords, subject to the maximum of five. These should be arranged in alphabetic order separated by
commas and full stops at the end.

6. _: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It must be prepared on a single space and
single column with 1” margin set for top, bottom, left and right. It should be typed in 8 point Calibri Font with page numbers at the bottom and centre of every
page. It should be free from grammatical, spelling and punctuation errors and must be thoroughly edited.

7. _: All the headings should be in a 10 point Calibri Font. These must be bold-faced, aligned left and fully capitalised. Leave a blank line before each
heading.

8. _: All the sub-headings should be in a 8 point Calibri Font. These must be bold-faced, aligned left and fully capitalised.

9. _: The main text should follow the following sequence:
INTRODUCTION

REVIEW OF LITERATURE
NEED/IMPORTANCE OF THE STUDY
STATEMENT OF THE PROBLEM
OBJECTIVES

HYPOTHESES

RESEARCH METHODOLOGY
RESULTS & DISCUSSION

FINDINGS
RECOMMENDATIONS/SUGGESTIONS
CONCLUSIONS

SCOPE FOR FURTHER RESEARCH
ACKNOWLEDGMENTS

REFERENCES
APPENDIX/ANNEXURE

It should be in a 8 point Calibri Font, single spaced and justified. The manuscript should preferably not exceed 5000 WORDS.

10. _: These should be simple, crystal clear, centered, separately numbered &self explained, and titles must be above the table/figure. Sources of
data should be mentioned below the table/figure. It should be ensured that the tables/figures are referred to from the main text.

11. _:These should be consecutively numbered in parentheses, horizontally centered with equation number placed at the right.

12. _: The list of all references should be alphabetically arranged. The author (s) should mention only the actually utilised references in the preparation

of manuscript and they are supposed to follow Harvard Style of Referencing. The author (s) are supposed to follow the references as per the following:

4 All works cited in the text (including sources for tables and figures) should be listed alphabetically.
4 Use (ed.) for one editor, and (ed.s) for multiple editors.
4 When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc, in chronologically ascending order.
4 Indicate (opening and closing) page numbers for articles in journals and for chapters in books.
4 The title of books and journals should be in italics. Double quotation marks are used for titles of journal articles, book chapters, dissertations, reports, working
papers, unpublished material, etc.
o For titles in a language other than English, provide an English translation in parentheses.
4 The location of endnotes within the text should be indicated by superscript numbers.
PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES:
BOOKS
o Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.
i Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio" Ohio State University, Nigeria.
CONTRIBUTIONS TO BOOKS
4 Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited by David Crowther &

Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303.
JOURNAL AND OTHER ARTICLES

4 Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Journal of Urban Economics,
Vol. 21, No. 1, pp. 83-104.

CONFERENCE PAPERS

4 Garg, Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Association, New Delhi, India,
19-22 June.

UNPUBLISHED DISSERTATIONS AND THESES

i Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, KurukshetraUniversity, Kurukshetra.

ONLINE RESOURCES

i Always indicate the date that the source was accessed, as online resources are frequently updated or removed.

WEBSITES

4 Garg, Bhavet (2011): Towards a New Natural Gas Policy, Political Weekly, Viewed on January 01, 2012 http://epw.in/user/viewabstract.jsp

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

Vi




VoLUME No. 3 (2013), I ssue No. 06 (JUNE) I SSN 2231-1009
REDRESSAL AND SETTLEMENT OF EMPLOYEES GRIEVANCES - A STUDY OF SELECTED INDUSTRIAL UNITS

DR. SUPRIYA CHOUDHARY
READER
MAHARAJA SURAJMAL INSTITUTE
DELHI

ABSTRACT

Organization does not exist in vacuum, but made of people and function through people. An organization is what its people are. The true significance of the
grievance emerges only when we recognize the expression of dissatisfaction as a symptom of friction, of malfunctioning somewhere in this living structure of shop
relationships. In their working lives, employees occasionally have causes to be uncomfortable, disappointed or aggrieved either about certain managerial
decisions, practices or service conditions. When human beings work together there is likelihood of friction and misunderstanding. Some of these areas of friction
could lead to unhappiness or dissatisfaction among workers. The grievance procedure is one of the most important means available for employees to express
their dissatisfaction. It is also a means available to management to keep a check on relevant diagnostic data on the state of the organization’s health. The
present study is an attempt to identify and suggest such an effective, flexible and simple procedure of settlement of grievance that can ensure the speedy
redressal of the grievances and must be capable of ensuring a sense of satisfaction to the employee concerned. In this context, an empirical study has been made
of three organizations to identify their grievance handling machinery.

KEYWORDS

people, dissatisfaction, friction, organization’s health, grievance procedure.

1. INTRODUCTION

ate J.R.D Tata said in one of the seminar that the difference between Tata’s organizations and any other organization is not of technology, capital, market

but its employees who are competent, loyal and committed. Organizations are made or broken not by competition, technology, market and finance but

by its people. Happy, satisfied, contented employees are the greatest and most invaluable assets in any organization. Such employees will be more
productive, more committed, loyal and with high morale. The performance of an employee depends on skill and will. An unhappy, dissatisfied and discontented
employee lacks will to work. Such employee practice all the dysfunctional behaviour like low productivity, wastage, low morale, stressful and tense bahaviour,
conflicting interpersonal behaviour, low quality, increase in the cost, high absenteeism and turnover, increase in accidents and reduced level of commitment,
sincerity and punctuality. Such a scenario is not only damaging to the employees but also to the organization because such dissatisfied and unhappy employee is
the greatest liability to the organization. Such an employee looks around and finds everybody unkind to him. He is aggrieved and wants to ventilate his feelings
and reactions. Prompt and effective disposal of workers grievances is the key to industrial peace and harmonious inter-personal relations. An unsettled
grievance is the embryo of more serious trouble to come because accumulation of minor grievances may lead to major explosions. In such cases, the concerned
manager will have to play the role of a counselor or ‘a friend, philosopher and guide’ for the employee carrying some psychological problem or grievance.
As Voltaire is reputed to have observed,

‘Man will differ as autumn leaves will rustle.”

In employment relationships both employer and employee have mutual expectations. In course of working together in the organization, an employee may feel
or believe that he/she is being neglected by the supervisor, colleagues or his/her terms and condition of employment has been deliberately violated. As a result,
an employee remains unhappy and dissatisfied in the place of work although it is truism that when human beings work together there is every likelihood of
friction and misunderstanding, which cause dissatisfaction. If the dissatisfaction of the employees goes unattended, the increased irritation of the employees
may lead to unfavourable attitudes towards supervisor, colleagues and the organization and ultimately gives rise to poor industrial relations. This state of affairs
of an employee is called grievance and the person who has dissatisfaction is called grievant.
In India, the government has been making a plea for grievance machinery at the plant level ever since 1956 - 1958 when the standing committee of the Indian
Labour Conference (ILC) submitted a draft on the various aspects of a grievance procedure. The National Commission on Labour set up by the Government as a
tripartite body in 1969 also spelt out the nature of grievance and a model grievance procedure. However, this remains a recommendation and is not a statute
yet. In effect, government machinery can only recommend but it is up to the respective managements of each enterprise to formally adopt or reject the
grievance procedure. It must be noted that there are many instances in India today, where the corporate management and union, through the collective
bargaining process, have adopted a grievance procedure.

2. REVIEW OF EXISTING LITERATURE

Several reviews of grievance procedure research were published in the mid to late 1980s (Gordon & Miller, 1984; Labig & Greer, 1988; and Lewin & Peterson,
1988). First, the authors noted the relative scarcity of grievance procedure research. Given the importance of grievance procedures for facilitating justice in the
workplace, Gordon and Miller (1984, p. 118) note that this neglect is “disturbing.”

Allen and Keaveny (1985) noted the inconsistent results and low explanatory power of studies focusing on demographic and job related variables to
differentiate between grievants and nongrievants. They focused on several attitudinal variables in their study of grievants and nongrievants from the 1977
Quality of Employment Survey. They found several statistically significant differences in attitudinal measures between grievants and nongrievants. Grievants
were less satisfied with their jobs, had poorer attitudes toward their line supervisors, had greater feelings of pay inequity, had stronger beliefs that workers
should participate in decision-making, were less satisfied with their unions, and more active in their unions. The lower satisfaction with the union among
grievants may be due to dissatisfaction with the processing of their grievances. As Allen and Keaveny note, a limitation of this study is that the attitudinal
measures were obtained after the grievants had initiated their grievances.

Knight (1986) found that there is substantial variation among union and management officials’ self assessments of their use of feedback about prior grievance
settlements and arbitration decisions in grievance processing. More frequent use of feedback from prior grievance settlements was related to higher rates of
grievance resolution.

Lewin and Peterson (1988) discuss the results of a survey about grievance activity conducted by one of the organisations included in their study. Based on data
reported by Lewin and Peterson, 16 percent of employees said they had no issues that warranted filing a grievance over the past year and another 12 percent
said they only had questions of clarification about policies but apparently no grievable issue. Thus, 28 percent of employees would effectively be eliminated as
potential grievants because they had experienced no grievable events.

Dastmalchian (1989) and Dastmalchian and Ng (1990) found that the perception of a more favorable industrial relations climate by managers was related to
higher grievance settlement rates and settlement at lower levels of the grievance procedure.

Bemmels, Reshef and Stratton-Devine (1991). They included a measure of the shop steward’s assessment of the supervisor’s knowledge of the collective
agreement, and this had a negative relationship with grievance rates. This result is consistent with a common complaint from shop stewards in interviews
conducted as part of these studies that supervisors often violate the collective agreement because they do not know what the agreement says on certain issues.
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Eaton, Gordon and Keefe (1992). They examined the relationship between subjective evaluations of grievance procedures and measures of commitment which
is important since commitment has been found to be related to numerous measures of grievance procedure behaviors and outcomes. Employer commitment
has been found to be negatively related to absenteeism and turnover.

Gordon and Fryxell (1993) note that several studies of grievance processing suggest that grievance settlement decisions may be based on criteria other than the
merits of the grievance. Many of these could be interpreted as inappropriate criteria for deciding the outcome of a grievance. Although the results are mixed,
studies have found that the gender of the grievant and/or the gender of the decision maker are related to grievance outcomes.

Lewin and Boroff’s (1994). In their study they analyzed the employees who perceived that they experienced unfair treatment and filed a grievance and
employees who perceived unfair treatment but did not file a grievance. They found that employees with higher loyalty to the employer were less likely to have
filed a grievance.

Some empirical studies were also already being conducted by some Indian researchers to for exploring the grievance — handling practices in some organizations.
The main objective of the survey was to know the grievance — handling practices followed by the organizations and the overall framework of industrial relations
to which these practices are resorted to.

South India Textile Research Association (1963). The Association conducted a study of 12 textile mills situated in Coimbatore, jointly sponsored by the south
India Textile Research Association and the National Productivity Council has revealed that no systematic and formal grievance procedure existed in any of the
sample mills. No systematic procedure is followed and there was no clarity about the types of grievances which each level would settle.

S. Chandra (1968). S. Chandra conducted a survey in various industries identifying various causes of employees grievances like promotion amenities, leave,
nature of job, transfer and condition of work etc. It was a limited study relating to causes of grievances.

Prof. Lallan Prasad (1973). He studied the grievance procedure in three plants namely, Rourkela, Bhilai and Durgapur. Industrial relations in these plants have
been in a poor state from the very beginning. When the plant was under construction, non-payment of wages and maltreatment of labourers were common
features, which led to a large number of strikes, lockouts and go-slows.

Dr. Debi S. Saini (1994). For exploring the grievance practices, a survey was conducted in respect of some large-scale industries in and around Ahmedabad. The
main objective of the survey was to know the grievance-handling practices followed by these organizations and the overall framework of industrial relations in
which these practices are resorted to.

Dr. M.S. Choudhary (1996). The grievance procedures and machinery of some organizations have been studied as a part of his research on Collective Bargaining.
The study was mainly concerned with the procedure of Grievance Settlement. He also recommended that to have better and harmonious industrial relations,
there must be effective machinery for the settlement of employees grievances.

National Commission on Labour, 1969. The National Commission on Labour, 1969 also recommended the Model Grievance Procedure suggested by the Code of
Discipline, 1958. The Commission suggested that the grievance procedure should be made applicable to those establishments, which employ more than 100
workers.

3. OBJECTIVES OF THE STUDY

The objective of the present study is to assess a wide spectrum of working of the machinery for handling grievances in selected industries in India. More
specifically but, the present study aims at:

To study and analyze the various issues of employees grievances in selected industries.

To study and analyze the various sources used to discover employees grievances in selected industries

To study the different approaches to employees grievances.

To analyze and assess the effectiveness of the grievance handling machinery in the sample organizations.

To evaluate the impact of employee grievances on (i) Productivity (ii) Absenteeism (iii) Discipline (iv) Industrial peace/harmony.

To determine the effectiveness of the objectives of the Grievance Settlement Machinery.

ouewLNE

4. SCOPE AND RESEARCH METHODOLOGY OF THE STUDY
The present study covers five organizations / industries selected from three centers of Delhi, Haryana and Uttar Pradesh State. A list of these sample units is
given in alphabetical order in table 1.1.

TABLE 1.1: LIST OF SAMPLE COMPANIES*

S. No. | Name of the Company (In alphabetical order) | State of Location (Head office/ | Place of Location (Head office/ Category of Products
Plant) Plant)

1. Godrej Eatables Pvt. Ltd. Haryana Bahadurgarh Biscuits

2. State Petroleum Corporation Ltd. Delhi New Delhi Qil

3. Indian State Power Corporation Uttar Pradesh Noida Power

4. Max Bharat Cooperative Ltd. Uttar Pradesh Noida Fertilizer

5. Sona Trading Corporation Delhi New Delhi Minerals & Metals

* These are pseudonyms and the real names of the companies are not being used.

While 05 listed organizations / industries at the first glance may seem to be inadequate sample, in reality as a piece of qualitative research where the emphasis
is on obtaining insights rather than elaboration which makes it very exhaustive. Secondly, the criterion of selecting sample units to make the study wide in scope
and representative of Indian industries history, units have been selected on the basis of their different locations, products, ownership, human relations scene,
enlightened personnel policies, well laid down grievance procedures etc. as is evident from the important features of these units.

The number of respondents from each company is shown in table 1.2. The questionnaires got filled up mostly individually, but sometimes in groups and also by
post. The manager respondents are further classified according to the position held in the organization as shown in table 1.3. 15 percent of the managers’
respondents belong to high level category which includes Managing Director, General Managers, Chief Human Relations Managers. 35 percent belong to the
middle level, which includes managers, and 50 percent are Dy. Managers and Asstt. Managers.

In case of employees / workers, efforts have been made to select respondents from different departments, age group, length of science on basis of convenience
sample.

TABLE 1.2: CATEGORY WISE RESPONDENTS OF SAMPLE COMPANIES

S.No. | Name of the Company (In alphabetical order) | Manager | Employees/Workers
1. Godrej Eatables Pvt. Ltd 20 40

2. State Petroleum Corporation Ltd. 20 40

3. Indian State Power Corporation 20 40

4. Max Bharat Cooperative Ltd 20 40

5. Sona Trading Corporation 20 40

Total 100 200
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TABLE 1.3: MANAGER RESPONDENTS ACCORDING TO THE LEVEL OF POSITION HELD BY THEM

High Level | Middle Level | Front Line Level | Total

No. | % No. % No. % No. | %

15 15 35 35 50 50 100 | 100

5. ANALYSIS OF THE STUDY

The grievance procedure and settlement machinery of the 05 sample companies have been studied in detail through structured questionnaires, discussions,
personal interviews, office documents and files. It was found that there are wide differences in the grievance procedure, which varies from company to
company. Some companies have written grievance procedures patroned after the Indian Labour Conference ‘Model Grievance Procedure’ and tailored to
specific plant conditions.

SUBJECT MATTER/ISSUES COVERED UNDER EMPLOYEES GRIEVANCES

There is wide gap from organization to organization regarding issues and causes of grievances. Organizations are different regarding their working conditions,
management style, interpersonal relations, human resource policies and grievance redressal machinery. Some of the issues likes wage payments, leave, transfer,
promotion, working, conditions, work assignment have been mentioned by managers and employees of majority of companies. Table 1.4 shows subject
matter/issues covered under Employees Grievances in different organizations.

TABLE 1.4: ISSUES COVERED UNDER EMPLOYEE GRIEVANCES IN DIFFERENT ORGANISATIONS

S.No. Subject Matter

1. Payment of Wages

2. Employment Condition
3. Recovery of Dues

4. Working Conditions

5. Grant of Leave

6. Promotion

7. Medical Facility

8. Transfer

9. Seniority

10. Work Assignments

11. Welfare Amenities

12. Irregularities

13. Increments

14. Allotment of Quarter

15. Medical Facilities

16. Overtime

17. Entitlements such as reimbursement of travelling expenses, meal allowances etc.
18. Officiating Appointments
19. Safety Appliances

20. Loss of Tools

21. Issuance of Monsoon Equipment
22. Pay Fixation

23. Interpretation of Rules

SOURCES USED TO DISCOVER GRIEVANCES
Different Companies use various methods to discover grievances of their employees/workers as shown in Table 1.5.

TABLE 1.5: SOURCES USED TO DISCOVER GRIEVANCES

S.No. Sources No. of Companies
(a) Direct Observation -

(b) Grievance Procedure 05

(c) Gripe Box -

(d) Exit Interview -

(e) Open Door Policy 03

(f) Any other -

Source: Questionnaire/Interview
The above table shows that all the 05 companies use grievance procedure but 03 companies (Godrej Eatables Pvt. Ltd., State Petroleum Corporation Ltd., Max
Bharat Cooperative Ltd.) use a combination of grievance procedure and open-door policy and 02 companies (Indian State Power Corporation and Sona Trading
Corporation) uses only the grievance procedure to discover grievances of their employees/workers. Other methods like direct observation, gripe box and exit
interview which are also very effective sources of identifying grievances, are not used in case of these companies. However, these methods are used to discover
grievances of managerial personnel.
EFFECTIVENESS OF VARIOUS APPROACHES OF GRIEVANCE SETTLEMENT MACHINERY
The perceptions of various respondents (100 managers and 200 employees/workers) regarding the effectiveness of different approaches (legalistic view
approach, human relations approach, open-door policy and step-ladder approach) is shown in Table 1.6.

TABLE 1.6: PERCEPTION OF RESPONDENTS REGARDING THE EFFECTIVENESS OF VARIOUS APPROACHES OF GRIEVANCE SETTLEMENT MACHINERY

S. No. | Approaches/Respondents | Managers Employees/Workers
No. | % No. %
1. Legalistic View 60 60 11 5.50
2. Human Relations - - 58 29
3. Open Door Policy - - 108 54
4. Step ladder 40 40 23 11.5
Total 100 | 100 | 200 100

Source: Questionnaire/Interview
The perceptions of managers and employees are totally different regarding approaches to Grievance Settlement Machinery. 60% of managers prefer legalistic
view approach as they are of the opinion that grievances are those which are defined by the contract and process of dealing with those grievances is clear to all
concerned. 40% of the managers prefer step-ladder approach for resolving employees grievances because they don’t like that employees supercede and side-
step them. The reason being that, in case of step-ladder approach, the designation of authorities to whom grievances should be presented, the time limit for the
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disposal of grievances at each step, the manner in which grievances have to be presented-verbally or in writing, or on ordinary paper or on prescribed form etc.
are clearly laid down. Majority of employees prefer open-door policy and human relations approach (54% and 29%) for resolving their grievances because they
consider themselves to be partners in the organizations and want to be a part of decision making process. 11.5% the employees are in favour of step-ladder
approach and only 5.5% employees prefer legalistic view approach.

EFFECTIVENESS OF GRIEVANCE MACHINERY

The perception of various respondents regarding the effectiveness of Grievance Machinery in their organization is shown Table 1.7.

TABLE 1.7: PERCEPTION OF RESPONDENTS REGARDING THE EFFECTIVENESS OF GRIEVANCE MACHINERY IN THEIR ORGANISATION

S.No. | Respondents/ Grievance Machinery | Managers Employees/Workers
No. % No. %

1. Very Effective 10 10 - -

2. Effective 40 40 25 12.5

3. Moderately Effective 30 30 50 25

4, Ineffective 12 12 100 50

5. Can’t say 8 8 25 12.5

Total 100 | 100 | 200 100

Source: Questionnaire/Interview
The above table reveals that only 10% of managers consider their grievance settlement machinery very effective, where as 40% of them consider it effective,
30% opine that it is moderately effective, 12% of the managers opine the grievance settlement machinery as totally ineffective in redressing the grievances and
8% of the managers did not answer the question regarding the effectiveness of grievance machinery in their organization. In case of employees/workers, 12.5%
feel that the procedure of redressing grievance is effective, 25% opine that it is moderately effective, 50% feel that the machinery is ineffective in resolving
grievances and 12.5% did not answer the question.
The table reveals that the majority of managers respondents feel that the grievance machinery is effective or moderately effective, whereas majority of
employees/ workers feel that grievance machinery is moderately effective or ineffective in redressing their grievances in an organization.
EFFECT OF GRIEVANCES IN AN ORGANISATION
Table 1.8 shows the opinions of respondents regarding effects of Grievances in their organizations. In rare unanimity, 100% managers and employees opine that
grievances adversely effects the superior-subordinate relations. The table shows that 100% managers are of the same opinion that unattended and unresolved
grievances adversely effect and increases the cases of turnover, indiscipline, unrest, accidents, degree of supervision and control and reduces employee morale.
The table also reveals the differences of employees regarding the effects of grievances. 75% of employees opine that grievances increases the rate of
absenteeism and turnover, 12.5% of employees opine that it increases indiscipline cases 27.5% of employees are of opinion that it increases the incidence of
accidents and the rest opine that unresolved grievances leads to reduced level of employee morale.

TABLE 1.8: ATTITUDINAL DISPOSITION OF RESPONDENTS REGARDING THE EFFECT OF GRIEVANCES IN AN ORGANISATION

S.No. | Effects / Respondents > Managers Employees/Workers
No. % No. %

1. Strains Superior-Subordinate Relations 100 | 100 | 200 100

2. Increased rate of Absenteeism and Turnover 100 | 100 | 150 75

3. Increase in Indiscipline Cases 100 | 100 | 25 12.5

4. Increase in the degree of Supervision and Control | 100 | 100 | - -

5. Increase in Incidence of Accidents 100 | 100 | 55 27.5

6. Reduced Level of Commitment and Sincerity 100 | 100 | - -

7. Reduced Level of Employee Morale 100 | 100 | 25 12.5

8. Increase in Unrest 100 100 - -

9. Can’t Say - - - -

Total 100 | 100 | 200 100

Source: Questionnaire/Interview
The table also shows that all the respondents are of the opinion that there should be a voluntary forum and mechanism to resolve their grievances through
mutual discussions by adjusting their compromises. Effective grievance redressal machinery has the remarkable ability in creating new and varied procedures for
resolving problems as they arise to vex industrial relations.
OBJECTIVES OF GRIEVANCE HANDLING MACHINERY
To know the main objectives of grievance settlement machinery, four alternatives were enlisted to solicit opinions, which are shown in the Table 1.9

TABLE 1.9: PERCEPTIONS OF RESPONDENTS ABOUT THE OBJECTIVES OF GRIEVANCE SETTLEMENT MACHINERY

S.No. | Objectives/Respondents Managers | Employees/ Workers
No. % No. %

1. To strengthen line Authority 100 | 100 | 125 62.5

2. Improve Mutual Understanding between the Complainant and the Supervisor | 100 | 100 | 25 12.5

3. To Establish Natural Justice 100 | 100 | - -

4. To Prevent Dissatisfaction 100 | 100 | 30 15

5. Can't say - - 20 10

Total 100 | 100 | 200 100

Source: Questionnaire/Interview
The managers are of the opinion that grievance procedure cannot have only one objective. The grievance procedure should restore the employees confidence
and satisfaction in the machinery which should also assist the line mangers to be effective in resolving and preventing the grievances. So, all the 100 managers
opine that all the four objectives are important and relevant to an effective grievance machinery. But, 62.5% of the employees/workers are of the opinion that
the grievance procedure has been used to strengthen the authority of line managers, 12.5% are of the opinion that the management tries to improve the
relations between the concerned parties, 15% opine that the employees/workers satisfaction should also be kept in mind while redressing a grievance, and 10%
did not answer the question.

6. CONCLUSION

‘Key to success is its positive relationship with its employees.’
Workplace harmony is a desire of managers and employees alike. Most people look forward to coming to work and value work relationships that are built on
common interests, trust and individual recognition. Grievances can’t be completely eliminated because human personality is very complex and if one grievance
is resolved, other will arise. Grievance is an universal phenomenon. Grievances are inevitable, unavoidable and endemic in social, political, economic, religious
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and industrial society because of man’s unique capability to perceive differences in any given situation. Dissatisfaction leading to grievance can come from
almost anywhere. Complaints about discrimination and favoritism in work assignments, work standards or physical working conditions are frequent sources of
grievances. It is important to remember, though, that anything about which an employee is dissatisfied can lead to a serious grievance.

While grievances can’t be eliminated but can be minimized and resolved through a well laid down ‘grievance settlement machinery’. A grievance procedure is
essential because it brings uniformity in the handling of grievances. Another important aspect of the grievance machinery is the reassurance given to an
individual employee by the mere fact that there is a mechanism available to him which will consider his grievance in dispassionate and detached manner and
that his point of view will be heard and given due consideration. He gets it ‘off his chest’ does lot of good to his morale.

7. RECOMMENDATIONS

1. The level at which settlement takes place is an index of the climate or the spirit that prevails in the organization. The lower the level of settlement, the
quicker the redressal of a grievance. Once parties other than those directly concerned get interested in any event, the situation becomes worse and its
solution is hard to find because of vested interest.

2. The legal framework is very weak, as it does not provide any specific and well laid down grievance procedure. The various labour laws should be amended
and a specific and well laid down grievance procedure must be provided. Such procedure must be legally enforced on all organizations.

3.  Grievance Procedure should be widely publicized through house magazines, notice board, workshops and personal contacts. The Grievance Procedure
should be in a language understood by employees.

4. Human mind is such that it cannot be ‘switch on and off’. Not only on-the-job grievances but also off-the-job grievances affects the morale of employees in
the organization. Organizations should have 24 hrs relations with the employee instead of only on the job relations. HRM Manager should be good face
reader and should closely monitor/observe the behavior of employees.

5.  Managers responsible for settlement of grievances at different stages should adhere to the time schedule provided in grievance settlement machinery in
the organizations. Arguments like the ‘busy schedule’ and ‘hands have been tied by management’ should not be the answer to maintain the time schedule.

8. LIMITATIONS OF THE STUDY

The limitations relates to the inadequacy of statistical data on the impact of employees grievances on discipline, absenteeism, productivity, employer-employee
relations, quality of products. Hardly any company maintains such data to study the impact in statistical terms when an employee has a grievance and when it is
resolved. The Private sector as usual is very shy in providing relevant documents and information. Some of the selected organizations are very huge, multi
planned with thousands of employees. Individual researcher has her own limitations in terms of time and finance to contact adequate number of respondents.
In some organizations, data is collected from the Head Office without visiting far-off plants. But to supplement the available data, intensive use of the interview,
questionnaire, discussion and observation has been made.
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