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ABSTRACT 

Effective management of employee grievances and disputes is crucial to maintain sustained performance, 

employee well–being and unity and harmony within workplace. Substantial employee dissatisfaction, 

hindered productivity, decreased reputation and higher legal expenses are all consequences of poor 

grievance management that impacts largely on organizational resilience and stability of the national labour 

market. Despite its significance, the grievance management role is still under researched, particularly in the 

context of rapidly evolving work settings generated by digital transformation, remote work and diversity 

imperatives. The main objective of this review is to categorize and assess existing and emerging grievance 

management strategies, identifies the strengths and weaknesses of each, and recommend actionable action 

for the practice of Human Resource practitioners, policymakers and researchers. The methodology used in 

this paper is systematic literature review (SLR). Following PRISMA guidelines, a sample of 60 publications 

published in the period of 2010 – 2025 in this context were selected. The analysis of the study used a critical 

review lens to support thematic synthesis method which allowed for identification of patterns that were similar 

and dissimilar across studies. The results show that because of the limitations and inadequacies of 

conventional grievance systems characterized by reactive approaches, organizations are moving to more 

adaptable, employee–centred and digitalized methods that emphasize proactive strategies. However, issues 

with accessibility, security, trust and cultural inclusion continue to be prominent. The study recommends 

organizations to use hybrid grievance procedures that strike a balance between flexibility and structure, 

incorporating digital tools responsibly and including insights from employees in the creation of policies.  

Keywords: Contemporary grievance handling systems, Dispute resolution Employee grievances, Grievance 

management procedure, Workplace conflicts 
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1. Introduction 

Employee grievances and disputes are an inevitable consequence of organizational behavior resulting from 

variety of variables including workplace policies, management decisions, interpersonal disagreements and 

unequal treatments (Walker and Hamilton, 2015). These grievances and disputes are often challenging for 
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managers and businesses as it incorporate range of costs including management time and direct financial 

expenses (Luchak, 2003). Thus, effective management of grievances and disputes is critical for creating an 

ideal workplace culture assuring employee satisfaction and increasing organizational efficiency. 

Organizations that fail to address these employee issues may have to face potential risks of increased 

turnover, lowered morale and possible legal penalties (Rahim, Rosid and Hasan, 2024).  

In the literature regarding employee relations, grievance and dispute management are often conceptualized 

along two interrelated dimensions: reactive and proactive approaches. Reactive grievance management kicks 

in when an employee files a formal complaint or when a dispute has gotten serious. This method usually 

focuses on fixing problems that have already happened, using structured processes like formal grievance 

handling or mediation. On the other hand, proactive grievance management aims to spot potential issues 

early and prevent them (Nyitse and Zamani, 2024). It encourages open communication, gives employees a 

voice, and fosters a supportive workplace culture to address concerns before they escalate. 

Over the last few decades, academics and professionals have examined several approaches to address 

employee grievances focusing on the role of human resource management (HRM), leadership styles and 

corporate culture in dispute resolution (Kuleti, 2022). However, as workplace settings evolve due to 

globalization, digital transformation and changing employee standards, the success of conventional grievance 

management approaches is being reconsidered. To sustain the workplace harmony, entities are now looking 

into creative and inclusive alternatives, such as technology-driven grievance settlement systems and 

proactive conflict resolution systems.  

Despite substantial study on workplace conflict resolution, companies still fail to successfully manage 

employee issues. Existing structures and models are over-relied on reactive grievance management rather 

than proactive, bureaucratic, and lacking employee trust (Walker and Hamilton, 2011). These systems are 

often criticized for being time-consuming, bureaucratic, and inadequately sensitive to the feelings and 

expectations of employees. Because of this, reactive strategies frequently fall short of addressing the 

underlying causes of workplace conflict, which results in recurring complaints and a decline in confidence in 

official grievance procedures (Sheth et al., 2024). 

Therefore, organizations are increasingly employing proactive grievance management approaches which 

help to prevent disputes rather than just resolving them. Proactive approaches to grievance management 

encompass strategies such as regular employee feedback mechanisms, open-door policies, early mediation, 

fostering psychologically safe work environments, and utilizing digital tools to detect emerging patterns of 

dissatisfaction (Dhawale and Dasnur, 2024). Notably, both traditional grievance systems, including informal 

discussions and collective bargaining, as well as modern technology-enabled systems, can operate in 

reactive or proactive manners, contingent upon their design and implementation. Nevertheless, empirical 

evidence regarding how organizations navigate the balance between reactive and proactive grievance 

management in rapidly evolving and diverse workplaces remains limited and inconsistent. And, existing 

literature largely adopts an organizational or administrative perspective, with limited attention paid to 

employees’ perceptions of reactive and proactive grievance management practices. 

This comprehensive literature review is significant for academic and practical purposes, seeking to offer 

insights for practitioners, policymakers and scholars. From a theoretical approach, it adds to the extending 

volume of knowledge on employee relations, human resource management, and workplace dispute resolution 

by identifying crucial gaps and developing trends. From a practical perspective, findings will equip business 

leaders with evidence – based techniques for improving their grievance management procedures, enhancing 

employee interactions and cultivating a more inclusive and amicable work environment.  

Research Objectives 

• Examine various strategies for managing employee grievances and disputes 



Jayasekara and Bandara                                                                                           The Journal of Business Studies 09(02)2025     

 

119 
 

• Assess the opportunities and challenges of reactive and proactive grievance management 

approaches 

• Analyze traditional and modern grievance and dispute management systems in relation to their 

reactive and proactive functions 

• Suggest effective strategies for managing employee grievances and disputes 

2. Literature Review 

Workplace Grievances and Disputes  

The study of employee grievances and disputes is a complicated field that includes the ways in which 

businesses resolve employee conflict and disagreements. Grievance refers to as an employee’s perceived 

unhappiness or injustice with their employment, management policies or procedures, which they bring to the 

attention of the firm (Phuyal, 2024). And, the arguments or issues pertaining to employment which take place 

between employer and employee or between employees themselves are known as employee disputes 

(Olannye and Aliku, 2022). Past literature indicates that emotional weakness brought by perceived injustice 

inside an organization may results in behaviors aimed to deal with systematic unfairness (Cole et al., 2010).   

Grievance procedures are meant to offer an orderly manner to resolve conflict situations, which can avoid 

disputes from becoming more serious or leading to disciplinary actions (Roche, Teague and Colvin, 2014). 

Research shows that grievance management procedures are frequently employed where manager–

employee relationship has become strained, emphasizing that although these processes are expected to 

assist resolve conflicts, they may also make them worse if not managed properly (Walker and Hamilton, 

2015). Additionally, they also assert that the variety and context of complaints have a significant impact on 

their results, suggesting that deep understanding of the nature of the grievance is essential (Walker and 

Hamilton, 2015).   

Furthermore, several studies have clarified the relationship between employee responses and views of 

justice. Research have illustrated that employees may show negative behaviors in the workplace as a result 

of procedural injustice, pointing to a substantial relationship between fair grievance procedures and overall 

workplace attitudes of employees (Izquierdo, Moscoso and Ramos‐Villagrasa, 2012). Moreover, studies have 

elaborated how employees’ voice in these instances is crucial to handle grievances, indicating that offering 

them a chance to voice their issues can improve their general engagement and satisfaction with the resolution 

process (Turner and O’Sullivan, 2013).  

Traditional Approaches to Grievance Management 

Traditional grievance and dispute handling procedures are standard practices in organizational setting for a 

long period of time. Mechanisms including formal grievance procedures, mediation, and collective bargaining 

are often included in these methodologies.  

A popular conventional method of grievance handling is the formal grievance procedure that offers employees 

a defined way to voice their compliment. The studies how this system enables workers to complain about 

numerous issues to their superiors including unfair treatments and policy changes (Antcliff and Saundry, 

2009). These systems frequently have a structured nature that includes a transparent procedure that staff 

members may adhere to when voicing issues or complaints, giving them a sense of security and enabling 

them to do so without worrying about retaliation (Ukokhe and Florah, 2022). Furthermore, these procedures 

can give staff members a clear understanding of how to express their concerns, which could results rapid 

solutions and feeling of accountability among management (Elbaz et al., 2019). However, these methods are 

frequently criticized for being excessively drawn out or too centralized, which can irritate employees who 

wants a quick fix (Elbaz et al., 2022). Moreover, studies indicate that employee may feel their complaints are 
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being processed rather than genuinely handled due to the inflexible structure of these systems which might 

further isolate them (Charlwood and Pollert, 2012).  

Another traditional method is mediations in which the disputed parties have a discussion facilitated by an 

impartial third-party mediator. Research identifies that mediation enables a corporative discussion with the 

goal of reaching acceptable agreements (Abordo & Banayo, 2023). This approach can maintain relationships 

at work, enhance communication and foster a friendly environment, creating a culture where grievances can 

be freely spoken (Brummans, Higham and Cooren, 2021). Studies suggest that firms can frequently 

accelerate the settlements and prevent disagreements from spreading by incorporating mediation into 

grievance process (Nurse and Devonish, 2006). Arbitration is another well – accepted dispute handling 

method that goes along with mediation, particularly in unionized setting. Here, an unbiased third party 

considers the facts before rendering a legally binding ruling on the matter (Curran, 2018). A structure like this 

guarantees that disagreements are settled by professionals who are aware of labor laws and industry norms, 

which promotes equitable results. Additionally, arbitration can be less expensive and time consuming than 

court proceedings which frequently appeals to organizations trying to efficiently handle the expenses 

associated with grievances (Jafary and Carrière, 2024).  

However, dependence on mediation and arbitration may not certainly correlate with satisfaction with the 

resolution process. Studies indicate that, while these approaches attempt to foster understanding and 

negotiation, they may sometimes disregarding the employees’ concerns if settlement solutions are recognized 

as insufficient or unfair (Labanieh, Hussain and Mahdzir, 2019). Furthermore, Mahony and Klaas argued that 

unequal power dynamics during negotiations can have negative effects on employees, escalating the existing 

tensons rather than easing them (Mahony and Klaas, 2007).  

Another crucial traditional grievance handling technique in unionized work settings is collective bargaining. It 

consists negotiation between members from labor unions and management to arrive at agreement over 

conditions in the workplace, compensation, and dispute resolutions (Braakmann and Brandl, 2021). 

Organizations can develop consistence frameworks for resolving disputes by setting fundamental standards 

for grievance processing through collective bargaining agreements (Hayter and Visser, 2021). However, 

studies have indicated that when negotiations become intense, it might end up resulting in a hostile 

relationship between management and staff. Instead of encouraging cooperation, this aggressive attitude 

may produce an atmosphere that is prone to more arguments (Luo and Tao, 2019).  

Furthermore, numerous studies have mentioned the negative aspects of traditional grievance and dispute 

handling approaches. Studies emphasize that traditional approaches may avoid informal resolutions, which 

will be more effective in some circumstances. According to the research by Charlwood and Pollert, managerial 

efforts in enhancing informal employee inputs may result in faster resolutions and a more cooperative 

environment, which cannot be seen in traditional grievance proceedings (Charlwood and Pollert, 2012). 

According to the findings from the existing studies it is clear that even though traditional grievance 

management approaches play a significant role in connecting systems and addressing employee concerns 

Organizations need to be on the lookout for the possible negative effects of these strategies, such as 

bureaucracy, long resolution times, and power disparities that can lower employee satisfaction and morale. 

Despite the fact that typical grievance procedures are primarily reactive, research suggests that they can be 

more effective when combined with proactive measures such early managerial intervention and casual 

conversations. 

Thus, a well – defined strategy that incorporates formal, informal and innovative practices may enhance the 

effectiveness of workplace grievance and dispute management. 
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Emerging Trends in Grievance and Dispute Management 

Innovative and modern trends in grievance management are transforming the approaches that firms handle 

employee grievance and disputes. These trends focus on using technology, encouraging staff involvement, 

and resolving conflicts in a more inclusive and comprehensive manner. Studies have elaborated that   a shift 

from conventional grievance handling to more creative approaches is required to promote accountability trust 

and cooperation in the working environment (Monish, 2022).  

One of the notable trends in modern grievance management is the incorporation of technology into the 

grievance procedure. A growing number of firms are using digital platforms and technological tools to 

accelerate the grievance process (Ashlesha et al., 2024). Studies mention that this technological 

transformation enables employees to anonymously file grievances and track their resolution in real time and 

also makes it more accessible and efficient (Compass et al., no date). For example, according to Kalia et al., 

digital grievance management systems can enhance employer–employee communication and reduce the 

number of outstanding grievances (Kalia, Singla and Kaushal, 2023). Moreover, by analyzing the complaint 

trends, artificial intelligence (AI) and machine learning platforms may offer businesses more insights into core 

problems that might be influencing employee satisfaction in the workplace (Riaz, 2023). However, some 

studies indicate that the lack of human intervention in grievance process is a drawback of technology adoption 

in grievance process. The lack of in – person contact might result in misunderstanding as significant emotional 

and contextual clues may be lost in email and online formats (Kalia, Singla and Kaushal, 2023). Additionally, 

technology integration can result in problems with data security and privacy, especially when it comes to 

digital platforms for tracking and submitting grievances. According to past literature AI in grievance 

management raises questions about gathering, storing and usage of sensitive employee data (Reddy et al., 

2024).  

Another emerging method of grievance management is focusing on employee – driven innovation in 

grievance handling. This strategy encourages involvement and a feeling of ownership by actively involving 

staff members in the problem-solving process. Agreeing upon the suggestions and ideas from staff members 

at all levels and evaluating their perspectives on possible grievance issues and remedies are key components 

of employee – driven innovation (Samuelson et al., 2024). Studies mention that this collaborative approach 

enables an inclusive work setting where employees feel heard and appreciated in addition to improving the 

grievance resolution process. Such involvements can result in innovative solutions that effectively address 

both grievances and organizational issues (Han and Shi, 2023). However, studies illustrate that conflicts could 

come up from the employee – driven innovation in grievance management if the top management does not 

actually put employees’ inputs into implementation. Employee dissatisfaction and low morale may arise if 

they perceive their opinions are not respected or that their contributions only produce surface-level changes 

(Ghani et al., 2023). Additionally, employees may lose faith in grievance and dispute handling process as a 

result of obvious lack of engagement, which may also results in reduced participation or raising issues in the 

future (Paternott and Adikaram, 2014).  

Emotional intelligence and equity are also becoming widely recognized as significant elements in 

contemporary grievance management. Research shows that business firms are realizing that value of 

establishing psychologically secure environment where employees may express their stresses without 

worrying about the consequences (Awar et al., 2023). Studies demonstrate that the leaders who offer an 

enthusiastic culture that encourage open conversations on grievances had a good effect on employees’ 

engagement and creativity (Liu et al., 2024). Organizations can improve the responsiveness and performance 

of their grievance management procedures by knowing the emotional needs and concerns of their workforce. 

Despite the significance of this strategy some studies elaborate possible drawbacks of the approach. 

Literature shows that although these traits can foster compassion and understanding in the workplace, 

leaders who place an excessive emphasis on emotional intelligence may disregard procedural equity and 

structure, which could results in biased results and claims of favoritism (Cornelis, Hiel and Cremer, 2006). 
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Moreover, systems that place a greater emphasis on emotional feelings than on established protocols can 

also result in inconsistent grievance handling, which makes employees doubt process’s neutrality (Bisht and 

Singh, 2024).  

Furthermore, incorporating well – being and adaptability into grievance management strategies is growing 

particularly essential. Evidence demonstrates that organizations that prioritize employee wellness and 

adaptability drastically reduce grievance prevalence while increasing overall job satisfaction (Lisbet, Arafah 

and Aseanty, 2023). For instance, Ding et al. concluded that the employees’ positive emotional states impact 

on their engagement and innovative behavior, which eventually result in reduced grievances (Ding, Lin and 

Su, 2020). Firms may develop healthier work cultures suitable for more effective grievance management by 

through the adoption of programs that enhance psychological well – being of employees (De Zoysa, 2016). 

However, studies suggest that by integrating well – being into grievance handling may create challenges 

regarding the effectiveness of the programs. Employees may consider well – being programs to be unreal or 

ineffective if they are seen as just box – ticking practices. This impression may damage the public trust in the 

firms’ dedication to employee welfare (Akinyelu et al., 2022). In addition, while encouraging well – being is 

crucial, emphasizing individual resilience too much could unintentionally put the burden of resolving 

systematic problems on workers rather than addressing the real causes for grievances (Kozieł, Pietrenko‐

Dabrowska and Pankiewicz, 2024).  

Another contemporary approach of grievance and dispute management is adopting transparency in the 

grievance process. Fostering trust between management and staff is facilitated by open and transparent 

procedures and clear communications on grievance handling (Rana et al., 2016). Such transparency is also 

deemed as creativity and innovation inducement as employees tend to feel safe in expressing themselves, 

which should result in a better work morale in the long run (Hughes et al., 2018). Moreover, employees can 

minimize the uncertainty and have a comprehend understanding of the grievance process of the company by 

being open about the previous outcomes of past grievances and disputes. Despite of the positive aspects of 

transparency, studies also mentioned some drawbacks of this approach. Excessive revelation of grievances 

and their responses can lead to overemphasis on conflict and raise employee awareness. Employees may 

feel under pressure to cope up with the demands as a result of this change, which may completely prevent 

them form expressing competing opinions or concerns (Kay, Glass and Evans, 2012).  

Moreover, worldwide firms are shifting from reactive procedures to proactive grievance handling procedures. 

Conventional settings frequently disregard complaints until they become obvious. In contrast, modern 

approaches support frequent feedback channels, such as open discussion forums and pulse polls, to spot 

any issues before they become formal grievances (Elbaz et al., 2019).  

A proactive engagement not only provides the opportunity to adapt and solve an issue early but also sets up 

an ongoing conversation building upon employee relationship and performance toward the organization’s 

goals (Gao et al., 2024). However, studies emphasize that even though the goal of proactive approaches is 

to prevent grievances from getting worse, they may result in a culture of continuous monitoring that some 

employees find it obtrusive or uncomfortable (Wee et al., 2024). This complex balance may lead to employees 

getting overwhelmed by the need of constant participation in the grievance process rather than concentrating 

on their work, which eventually lower the level of job satisfaction (Nandakumar and Eugene, 2023).  

The landscape of grievance management landscape is evolving with the use of technology, employee 

engagement, emotional intelligence, well-being, transparency, and proactive approach. But in reality, these 

innovative trends take care of a major cause of employee grievances and bring in the spirit of collaboration, 

trust and mutual respect within organizations. However, it is very crucial for organizations to be aware of 

possible drawbacks and barriers that these innovations may provide. It is important to address the concerns 

about data protection, emotional bias in leadership, administration of well – being programs and apparent 

futility of employee participation. In the long run, firms need to find a way to balance integrating innovative 

grievance procedures with sustaining openness, equity, and consideration for employee concerns. 
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Proactive Approaches to Employee Grievance Management 

A key aspect of proactive grievance management is the encouragement of employee voice mechanisms, 

including regular feedback systems, suggestion schemes, open-door policies, and employee surveys. Prior 

research indicates that when employees have safe and accessible avenues for informal concern expression, 

organizations can more readily identify and address emerging issues at an early stage (Kim and Cho, 2024). 

Moreover, it is also identified that leadership behavior also plays an important role in proactive grievance 

handling. Studies emphasize that managers who demonstrate high emotional intelligence, fairness, and 

approachability are more effective in recognizing early signs of employee dissatisfaction and resolving 

conflicts informally (Pérez, Medina and Munduate, 2011). 

In addition, research indicates that organizations fostering inclusive cultures, mutual respect, and a focus on 

employee well-being tend to encounter fewer grievances and lower conflict levels (Vohra et al., 2015). By 

proactively addressing stressors such as workload, role ambiguity, and interpersonal relations, these 

organizations can alleviate structural sources of dissatisfaction that often lead to grievances. However, some 

studies also elaborate the limitations of proactive grievance management. Excessive monitoring, unclear 

follow-up mechanisms, and superficial employee participation have found to be the reasons for skepticism 

and reduced engagement (Charlwood and Pollert, 2014). 

Overall, the literature suggests that proactive grievance handling complements rather than replaces reactive 

systems, and that organizations achieving an optimal balance between prevention and resolution are better 

positioned to sustain harmonious employee relations. 

3. Methodology 

Research Design 

The study employs systematic literature review (SLR) that uses a sample of 60 most pertinent publications 

published from 2010 - 2025 in the context of strategies for managing employee grievances and disputes 

relating to traditional and modern approaches of grievance managing systems. The sample of publications 

are critically appraised and synthesized quantitative findings. The SLR methodology was selected as it offers 

a thorough, clear and systematic process for identifying, assessing and combining results from many 

investigations (Williams Jr et al., 2020). The methodology followed the PRISMA 2020 guidelines (Page et al., 

2021), guaranteeing transparency, rigor, and replicability. The review protocol was developed using the PEO 

framework (Population–Exposure–Outcome). The review adhered to a structural process that includes 

systematically searching and identifying papers, screening and eligibility evaluation, data extraction and 

quality appraisal and finally, thematic synthesis of findings. 

Search Strategy 

To ensure the inclusion of diverse literature on personalization and customer loyalty in the fields of marketing, 

information systems, psychology and digital business, a systematic and comprehensive search strategy was 

developed. Literature was systematically searched in Scopus, Web of Science Core Collection, 

ScienceDirect, Google Scholar and Emarald Insight.  

To increase coverage, Boolean operators, truncations and synonyms were used in the development of the 

search terms. Key search strings included combinations of terms such as “employee grievance 

management,” “workplace dispute resolution,” “grievance handling procedures,” “conflict management at 

work,” and “digital grievance systems.” Boolean operators (AND/OR) were used to refine and expand the 

search. 
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Inclusion and Exclusion Criteria 

Inclusion Criteria 

• Focused on grievance or dispute management in organizational context 

• Peer-reviewed journal articles or high-quality conceptual papers 

• Addressed traditional, modern, reactive or proactive grievance-management approaches 

Exclusion Criteria 

• Publications that are unrelated to the organizational context or employee relations 

• Publications that are unavailable in full-text form and non-English publications 

 

Study Selection Process 

The study selection process followed the four steps of PRISMA framework – identification, screening, 

eligibility and inclusion. The initial database search identified significant number of records from the databases 

and duplicates were removed. Titles and abstracts were screened according to inclusion and exclusion 

criteria. After that full-text versions of the remaining publications were examined in detail. Then, the final 

collection of articles was included for thematic analysis and qualitative synthesis.  

Following PRISMA flow diagrams presents the summary of the study selection process.  
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Quality Appraisal 

To assess quality, the Critical Appraisal Skills Program (CASP) checklist (CASP, 2022) was applied for 

qualitative and policy-oriented studies, while the Joanna Briggs Institute (JBI) appraisal tools were used for 

mixed-methods studies. Quality scores were reported for each study, and sensitivity analyses were conducted 

to assess the robustness of the synthesis. Quality criteria focused on clarity of study’s goals, suitability of the 

research design, effectiveness of sampling, validity and dependability of measurement tools and accuracy of 

data analysis.  

Synthesis and Analytical Approach 

60 publications satisfied the inclusion criteria and were retained for final synthesis. From each study, vital 

information was extracted, encompassing the research focus, methodological approach, grievance 

management strategies discussed, and key findings. This data underwent analysis through a thematic 

synthesis approach, facilitating the identification of recurring patterns, converging and diverging findings, as 

well as emerging trends related to traditional, modern, reactive, and proactive grievance management 

strategies. 

4. Results and Discussion 

Final dataset included 60 publications from recognized data sources in the time frame of 2010-2025, which 

describe various grievance and dispute management strategies. Below table presents the descriptive 

summary of the selected publications for the final synthesis.  

Table 1: Descriptive profile of selected publications 

Dimension Category No. of studies (n = 60) 

Publication type Empirical peer-reviewed articles 44  
Conceptual / review articles 11  
Methodological / perspective pieces 5 

Methodological 
approach 

Qualitative (interviews, case studies, ethnography) 25 

 
Quantitative (surveys, archival analysis) 18  
Mixed methods 9  
Conceptual/theoretical only 8 

Geographical context Developed economies (e.g., UK, USA, EU, 
Australia) 

28 

 
Developing economies (e.g., South Asia, Africa, 
Latin America) 

20 

 
Cross-country / comparative studies 8  
Global / no specific country focus 4 

Industry focus Services (incl. hospitality, finance) 14  
Manufacturing 12  
Healthcare 10  
Education 6  
Public sector / Government 4  
Multiple / mixed sectors 10  
Technology / IT sector 4 

Primary study focus 
areas 

Formal grievance procedures & ADR 
(mediation/arbitration) 

20 

 
Digital grievance systems & tech-enabled tools 12  
Employee voice, feedback systems, and proactive 
mechanisms 

10 
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Leadership, emotional intelligence & well-being 
interventions 

8 

 
Collective bargaining / unionized grievance 
contexts 

6 

 
Policy, regulatory frameworks & governance of 
grievance systems 

4 

 

According to descriptive research, substantial body of literature are empirical studies that use qualitative 

research methodology. However, mixed-methods and longitudinal designs are underrepresented, 

constraining understanding of causal mechanisms and long-term effectiveness of grievance practices. 

Moreover, most of the studies are focused on service and manufacturing sectors while certain sectors such 

as SMEs across varied industries, gig economy platforms, and technology firms, are under-studied. And, 

although there have been quite a few studies on employee voice and well-being, thorough evaluations of 

proactive programs and how well they actually work in reducing complaints and improving results remain 

under-researched. 

Thematic Synthesis 

The systematic literature review synthesizes the findings of existing literature on strategies for managing 

workplace grievances and disputes. The study identifies four key themes based on the reviewed literature.  

Theme 1: Factors Affecting Effective Grievance and Dispute Management 

Various studies have defined employee grievances and disputes in different ways. At common perspective, 

employee grievances can be known as complaints raised by employees about unsatisfactory conditions 

including unfair treatments and company policy breaches (Lazaro, 2022). And employee disputes are 

commonly defined as disagreements between employee and employer or between fellow employees about 

working conditions and behaviors in workplace (McGrane, Wilson and Cammock, 2005). According to the 

findings, workplace grievance and dispute management is linked to important aspects like, organizational 

culture, employee voice and procedural justice and these aspects are considered as essential to voice their 

unsatisfactory conditions and obtain compensation (Walker and Hamilton, 2011). According to the procedural 

justice theory, employee engagement and satisfaction in the company can be greatly influenced by the means 

of fair grievance management techniques. Moreover, the idea of employee voice is vital as the efficacy of 

grievance handling process is frequently depends on whether or not employees trust their issues are properly 

recognized and addressed (Noh and Hebdon, 2022).  

Scholars further unveil the grievance process and workplace dynamics, emphasizing that efficient conflict 

resolution procedures generate an atmosphere that is beneficial to both individual and collective employee 

engagement (Noh and Hebdon, 2022). The implication of this interplay is that grievances can elicit cohesive 

and well performing workplace when properly managed. Additionally, many studies demonstrate that the 

aspects of the organizational culture related to grievance management have impacted on overall systems’ 

efficiency as constructive resolutions can be encouraged by favourable workplace environment. 

Theme 2: Reactive Grievance Management 

Findings from the reviewed literature indicate that reactive grievance management approaches remain 

dominant in many organizational settings and these approaches are typically activated after a grievance or 

dispute has been formally raised and are largely grounded in traditional mechanisms such as formal 

grievance procedures, mediation, arbitration, and collective bargaining. The literature presents both 

opportunities and limitations of these approaches. On the one hand, established protocols offer formality and 

clarity, assuring that staff members have a clear channel for raise their voices regarding issues. Research 

suggests that the existence of reactive grievance procedures and the effective communication might lead to 
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an improved organizational performance (Longe, 2015). Additionally, traditional approaches like Collective 

bargaining can also provide employees with a voice and ensuring that their demands are represented in the 

workplace policies (Ukokhe and Florah, 2022). 

However, results show that challenges can be seen from conventional grievance approaches. Major 

challenge noted is strict bureaucratic procedures might cause grievance process to take a long time, which 

could heighten the tension and depress employee morale (Leticia, 2022). The findings of this study support 

the results of the research by Aktar and Alam who emphasized that procedural elements like follow-up 

processes are crucial in assessing the satisfaction level of employees with the grievance procedures by 

management, ignoring these aspects might have a negative impact on fairness that the employees feel (Aktar 

and Alam, 2021). Moreover, reactive grievance processes are hindering the usage of informal grievance 

techniques, which may be effective in particular contexts, highlighting the significance of the flexibility in 

grievance management. 

Theme 3: Proactive Grievance Management 

In contrast to reactive systems, an emerging body of literature emphasizes proactive grievance management 

approaches that aim to prevent the escalation of employee dissatisfaction into formal grievances. 

Contemporary organizations increasingly integrate modern and technology-enabled tools into proactive 

grievance management strategies. For example, digital grievance systems enhance transparency by raising 

the possibility of anonymously filing a complaint and receive timely feedback from the organization is 

highlighted as a major step up from traditional methods (Sahare, 2024). Additionally, findings suggest that 

there are studies which illustrate that organizations utilize AI to track down grievance and disputes trends and 

analyse those trends to provide important insights for the management to cope up with future conflicts (Iftikhar 

et al., 2025). Furthermore, studies have highlighted major elements in contemporary grievance management 

systems such as emotional intelligence, employee–driven innovation, equity and employee well–being. 

Present organizations are found to be more focus on employees’ psychological conditions, mental health and 

empower them more in grievance systems than in traditional systems which made them feel valued in the 

work setting.  

Based on the findings, classification of grievance management strategies can be summarized as follows.  

Table 2: Classification of grievance management strategies 

Theme Key Focus Representative Studies 

Formal grievance 
procedures 

Policy-driven, 
structured handling 

(Walker & Hamilton, 2015); (Naagar and 
Saxena, 2025) 

Mediation & arbitration Third-party conflict 
resolution 

(Melin, 2016), (Macdermott and Riley, 
2012). 

Digital grievance systems Technology-
enabled platforms 

(Mohammad and Shuvra, 2022; Monish 
and M.Dhanabhakyam, 2022) 

Employee voice 
mechanisms 

Participation and 
feedback 

Turner & O’Sullivan (2013); Noh & 
Hebdon (2022) 

Well-being & emotional 
intelligence 

Psychological safety (Chafra, 2015; Michael, 2023) 
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Theme 4: Challenges and Limitations of Contemporary Grievance Management 

According to the findings, despite this significance implementing modern grievance systems also comes with 

its own set of challenges. Major concern of digitalization of grievance procedure that highlighted by various 

studies is employee privacy issues since workers start to worry about the safety of their private information 

(Sheng et al., 2020). All of this hesitation can negatively affect open communication and prevent employees 

from using grievance channels. Additionally, relying too heavily on digital platforms lead to the risk of 

dehumanizing grievance encounters the disregarding of human element which is very essential for processing 

emotions, which might end up in misinterpretations (Rasool, Warraich and Sajid, 2022). Moreover, employee 

- driven innovation on grievance management possesses potential downfalls when organizations have failed 

to genuinely drive improvement following the insights from their workforce. If employees believe that their 

participation in grievance process is just a token gesture, dissatisfaction and a reduced willingness to 

participate in further grievance procedures may result.      

Based on the thematic synthesis of the reviewed studies, a conceptual framework is suggested to show the 

connections between organizational antecedents, grievance management strategies, and organizational 

outcomes  

 

 

 

 

 

 

 

 

 

 

Future  empirical research may validate and extend this framework across different industries and institutional 

contexts. 

5. Conclusion and Recommendations 

Conclusion 

This comprehensive analysis of literature critically examines the evolving approaches to handle employee 

grievances and disputes in various organizational contexts. The review emphasizes a significant shift from 

predominantly reactive, process-driven systems to more proactive, employee–focused and tech–driven 

strategies. A complete understanding of the variables influencing grievance management is made possible 

by the integration of theoretical aspects such as procedural justice, employee voice and organizational 

culture. 

The findings underscore the importance of reactive grievance management strategies, such as formal 

grievance procedures, mediation, arbitration, and collective bargaining, in addressing disputes that arise after 

grievances are formally expressed. These mechanisms offer legal protections, enhance procedural clarity, 

and promote consistent decision-making. Nonetheless, the review points out that overdependence on 

Figure 2: Conceptual framework of grievance management 
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reactive methods may result in bureaucratic delays, diminished employee trust, and inadequate consideration 

of the underlying causes of workplace dissatisfaction. 

In contrast, proactive grievance management focuses on spotting and addressing employee concerns early. 

This approach includes encouraging staff to voice their issues, having supportive leaders, creating safe work 

environments, promoting well-being initiatives, and using technology for feedback. Research shows that 

these proactive strategies can lower the number and severity of formal complaints, while also boosting 

employee engagement and trust. However, their success relies on real commitment from management, 

openness, and active participation from employees. 

The review’s overall conclusion emphasizes the importance of considering reactive and proactive grievance 

management strategies as complementary rather than conflicting. In modern business setting, organizations 

that integrate hybrid grievance management system combining all these aspects, are better positioned to 

maintain positive employee relations and boost organizational performance. 

Recommendations 

Based on the findings this review offers recommendations and insights for various parties including 

policymakers, business leaders and future scholars. Organizations are recommended to invest on training 

and development programs that emphasize on effective grievance and disputes handling techniques. 

Furthermore, digital grievance management platforms that ensure data protection and foster transparency 

and accessibility should be implemented by the business firms. And, creating a culture of employee 

involvement in grievance management can result in improved solutions. The inclusion of an organization’s 

employees in the development and improvement of the organization through the implementation of better 

organisational practices; this is done by creating platforms that enable the employees provide feedback on 

the process of grievance and ensure commitment to the employer. Moreover, management of the firms need 

to implement continuous monitoring and feedback systems to identify and eradicate possible conflicting 

situations. Then, the policymakers are recommended to encourage companies to promote and reveal their 

grievance procedures and resolution mechanisms in order to foster accountability and employee protection. 

Additionally, regulatory bodies should develop guidelines to prevent the abuse and misuse of AI and digital 

grievance systems in line with principles of fairness, privacy and inclusivity. Finally, the academics are 

provided insights to conduct future research on exploring the impact of virtual and hybrid settings on conflict 

dynamics and grievance handling process. Furthermore, they can conduct research on industry–specific 

practices by examining how grievance handling process differs across various industries such as healthcare, 

manufacturing and education. 
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