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Abstract 

In this research paper I intend to perform a detailed research on the grievance of the staff in 

Indian hotel industry. I have highlighted the literature work and performs detailed analysis of 

the primary and secondary data to analyse the role of the management in the staff grievance, 

and effect of improper management in the Indian hotel industry. I have highlighted various 

ways by which the staff grievance can be solved. Meanwhile, the literature review of the 

research will extract various elements and gaps that is already present among previous 

researcher’s works and that off assorted authors as well. The objectives and questions along 

with the rationale of the research will be satisfied and evidently proved within the last chapter 

of the dissertation, which will entitle the dissertation as a successful one. 
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Chapter 1: Introduction 

In the hospitality industry, grievance management is not a new subject, and it’s the most 

persistent area. While running a company, people work in the different cultures as compared to 

rest of the society, in which they adopt perception attitude and behavior towards the work culture. 

Hospitality is related to serving the customers and offers them “feel-good-effect”. In India, 

customers are given utmost respect and warmth and they are offered with best services (Adams 

and Figueroa 2013). Relationship is real and separations are considered as an illusion; therefore, 

actual hospitality implies reaching to someone that doesn’t know.  

A home away from home is what one actually feels while collecting hotel services. The 

service delivery is termed as the responsibility that is mostly followed in both middle and lower 

management. If the employees working in a company are not motivated or either interested in 

delivering customer service then complete game might get disturb. There are mainly two types of 

grievances related to employees with the management (Adams and Figueroa 2013). With the 

increasing competition, the hotel management should try to rectify the issues which are faced by 

the employees. Therefore, grievances often deteriorate the human relations and include 

dissatisfaction that is often experienced by the employees and the same impact the organization 

performance both directly and indirectly. Any real feeling related to personal injustice, which is 

concern by the employees relationship is known as grievances (Adams and Figueroa 2013). The 

dissertation will identify the employee’s satisfaction level of Indian hotels towards the mechanism 

of grievances management in the organization. The background of the research will be conducted 

to support in determining the aims and objectives of the present study. The case of Indian hotel 

industry will be selected for analyzing the issues of employee’s grievances and its management.   

1.1 Background 

In India, hotel sector is expanding at the fast pace and has emerged as one of the most 

significant sector within the nation. According to Knight (2012), the increasing population of the 

nation has helped in ensuring that all businesses within the hotel industry is doing fared well and 

has become part of the competitive market. Ministry of Tourism had conducted the survey, which 

shows that there is a significant increase in tourism by around 4.8% in India (Knight 2012). This 

has helped in increasing the hotels in various categories like, budget, heritage, and star ranked 

hotels. Noonan (2009) mentions that the industry of Indian hotels relying on the seasonality for its 
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presence in complete house of hotels. However, increase in the international market post-recession 

had given an assurance that various local peoples are flocking towards the holidays and are taking 

a step to rent their rooms to hotels (Noonan 2009). The hotel management is liable towards 

ensuring that all staff members are given with equal rights for mentioning the issues and 

grievances.  

For the purpose of increasing the profits, the management doesn’t feel liable to pay for the 

increasing grievances of the staff. Knight (2012) stated that staff is not provided with their weekly 

offs when pressure of work gets increased. The staff salaries in the Indian hotel industry are 

actually less than what is actually offered in the international hotel sector (Knight 2012). As per 

the data collected from the J.W Marriot, Mumbai, the hotel management informed that their hotel 

fix the salaries of staff according to the salary standards offered by the competitors. Noonan (2009) 

mentioned that, this has resulted into the issue of disparity among the staff that later on help in 

creating staff strike and inability of the company in retaining staff members.  

 

1.2 Scope and limitations of research 

In this dissertation research work will be conducted according to the concepts and 

approaches, which are suitable for it. The current research depends on the analysis of Indian hotel 

industry and system of grievances management in hotel industry. This research will also stress 

over analyzing previous studies, which were done by previous researchers for identifying the gaps 

and then comparing the same with present research. This study will apply appropriate 

methodology. The related approaches and philosophies will undertake the research. This study will 

also include interview and survey for presenting the theoretical analysis of the findings. The 

research will include participants that will help in collecting information about Indian hotel 

industry and grievance management system. This research will try to ensure that there will be no 

biasness while making questionnaire, gathering and analyzing the data. With the help of limited 

resources, I will offer insight, knowledge and analysis about the research area.  

1.3 Problem Statement 
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The issue that will be discussed in this dissertation is that both the global and local tourism 

industry has resulted into creating problems of grievances for the Indian hotel staff. As per Noonan 

(2009), the changes taking place through the seasonal mode of working to overtime working has 

resulted in an increase of staff demands. The Indian hotel industry management is not giving 

enough pay for employee’s grievances that has resulted into impatient day by day (Noonan 2009).  

1.4 Research Rationale 

The issue of global and local tourism industry has resulted into creating problems of 

grievances for the Indian hotel staff. This issue has occurred due to the absence of proper system 

of grievance management among the staff that has resulted into creating issues in the hotels internal 

administration. Parkin (2009) mentioned that poor salaries or wages offered in hotels and the rising 

stress among the staff members has resulted into taking extreme steps like organizing 

demonstrations and strikes. This factor finally leads towards the loss of business for the staff as 

customers don’t visit such hotels that have issues in its internal administration (Parkin 2009).  

In the present time, these issues are getting reduced, with the increase in hotels, and this 

has made hotel industry a very competitive sector. Improper management of the staff grievances 

has resulted in the non-functioning of day to day routine of the hotels that has resulted in reduction 

in profits. This also impacts the GDP of India, as hotel industry offers an important portion in the 

rise in the economy of India (Parkin 2009). Along with this, the staff gets an opportunity to shift 

towards other hotels and even explore various alternatives due to the presence of many hotels in 

India. Therefore, the issues related to the retention of staff will also get increase due to grievances 

improper management (Parkin 2009). This research rationale is to shed light over the factors that 

have resulted in the grievances between the staff and its effect on the hotel industry. The research 

will also try to understand the hotel authorities’ role in the employee’s proper management of 

grievances.  

1.5 Research aim and objectives 

The aim of this research is to analyze and understand the various grievances of staff in the 

Indian hotel industry and the role of authorities at hotel to ensure about proper management of 

grievances.  

Objectives: 
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 To analyse the common grievances of staff in Indian hotel industry 

 To analyse the management role in hotels to address the staff grievances 

 To discuss the effect of improper management of staff grievances in the Indian hotel 

industry 

 To suggest various ways in which staff grievances could be solved by hotel authorities in 

India.  

1.6 Research Questions 

Question 1: What all grievances are present among staff in Indian hotel industry? 

Question 2: Explain the role of management in hotel in address the staff grievances? 

Question 3: How does improper staff grievance management affect Indian hotel industry? 

Question 4: What all steps could be taken by hotel authorities in India to ensure that staff 

grievances are solved? 

1.7 Research hypothesis 

H1: Proper staff grievance management and positivity of management that effect hotel industry of 

India 

H2: proper staff grievance management and its management that doesn’t directly affect the hotel 

industry of India 

1.8 Significance of the Study 

Staff grievance is highly impacted from various factors such as wages, continuity of 

services, promotions, amenities, compensation, wages, fines, disciplinary actions, leave, 

increments, nature of job, medical benefits, acting promotion, safety appliances, recovery of 

duties, supervision, superannuation, working conditions, and transfers, but the procedure of 

grievance management has various benefits, which support the company in enhancing its 

organizational culture and environment of the company (Parkin 2009). It helps in bringing the 

grievances in the open, so that management could easily understand it and take necessary actions 

for settling them. It even helps in preventing the grievances through assuming the threat of 

proportions.  
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It’s a prompt and systematic way to redress the grievances and it also tries to enable the 

management to understand the feeling and attitude of the employees that concern with regulations, 

policies, and organizational practices. With this knowledge, the company requires improvement 

in forming the environment of the company more favorable for employees (Parkin 2009). Almost 

all the employees have their own grievances and similar ways in exploring the grievances such as: 

Exit interview- staffs mainly quite the company due to the dissatisfaction or either they explore 

for better prospects. If exit interview is conducted carefully then it can offer significant information 

related to staff grievances.  

Opinion survey- Periodical interviews and group meetings with staff supports in collecting 

information about dissatisfaction f employees, before it turn into a grievance.  

Different company had different emphasis on handling of grievances for managing and 

maintaining the staff in their own environment and cultures. The procedure of employee’s offers 

a way to explore the procedures, practices, as well as administrative policies that creates staff 

complaints, so that changes could be referred (Averineni 2012). The procedure of grievance 

permits the managers in setting up the uniform policies of labor. The grievance system could be 

considered as reliable mechanism for learning and resolving the staff dissatisfaction. It can help in 

producing the early dispute settlement and it also offer the correction of the contented issues of 

employees (Averineni 2012).  

This research identifies whether the staff working in star hotels in India are satisfied with 

the redress procedures of grievances in the company. The research outcome will include some 

understanding on the extent to which staff identifies the procedure as well as distributive integrity 

as results are derived through the mechanisms of grievance management. Besides all these 

grievance management factors, the study also identifies the employees influence on demographic 

characteristics to present their perspective on grievance management in hotel industry (Averineni 

2012).  

1.9 Dissertation Roadmap 

This dissertation includes few sections that will support in analyzing the hotel industry of 

India. 
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Chapter 1: Introduction 

This section will emphasize on the background details of the research and offer an 

overview about research topic. This chapter will also include aims and objectives, rationale, 

hypothesis, problem statement and significance of research 

Chapter 2: Literature Review 

Literature review section will present the thoughts of previous researchers on the issues of 

grievance management in Indian hotel industry.  

Chapter 3: Research methodology 

This chapter will emphasize on different research methods that will support in gathering 

data about research topic. This chapter will also include methods of data collection, research design 

and approach. The sampling details will also include along with details about questionnaire.  

Chapter 4: Data analysis and findings 

This chapter will analyze the outcomes that will be collected from survey, interview and 

literature review methods.  

Chapter 5: Discussion 

Discussion chapter will discuss whole research and try to identify main points about 

research.  

Chapter 6: Conclusion and Recommendations 

The conclusion will provide a brief summary of the research and try to conclude the entire 

study by a deriving solution of the research problem. The recommendation will also be included 

for the betterment of future research that can be conducted on the same topic.  

Reflection 

Reflection will give my understanding from this investigation. 
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Chapter 2: Literature Review 

2.1 Introduction 

There is a long history when one tries to analyze or understand how the staff perceives their 

company in context of grievance handler (Cohen-Charash & Spector, 2001). Research conducted 

on grievance management is considered as budding and yet it is referred for its background as well 

as results instead for its impreciseness. Organizations often try to resolve the problems of the 

internal customers through applying their own strategy as well as practices. But the question is 

how much satisfied is an employee with the process and procedure of grievance management in 

the company is really a matter of concern (Cohen-Charash & Spector, 2001). In this perception, 

various researchers and scholars have provided their own findings for understanding how the staff 

think about the organizations grievance management.  

2.2 Organizational environment and grievance handling  

 

In reference to this, Godard & Delaney (2000) mentions, that the grievance procedural use 

is most intended towards serving the requirement of both the employees and employers. Due to 

this, it becomes significant for the company to employ the effective system of grievance 

management for addressing the concern that is raised through employees in the interest towards 

promoting the justice as well as avoiding the conflicts, mainly in union settings (Godard & 

Delaney, 2000). Grievance management and grievance system need to be possessed specific 

characteristics and it should also demonstrate the application of specific principles in order to make 

sure about its effectiveness. Applying the justice in the company includes considering the 

perceived fairness of exchange by undertaking the a place in the company, whether its economic 

or social, and it should include the individuals in relation with subordinates, supervisors, 

organization as a social system or peer (Godard & Delaney, 2000). An environment of labor 

management, which accentuates the concord and friendliness, might reduce the rate of grievances, 

enhance settlement of grievances and it might also decrease the steward political activities (Godard 

& Delaney, 2000). 

Benson (2000) explored that supervisors to employees reactions often include the 

grievance activity that might create influence on performance ratings as the supervisor tries to react 
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negatively towards the staff who tries to file grievance against them and they mainly do when the 

grievance is decided in staff favor (Benson, 2000). In converse to this, various previous studies 

have set up the demographic factors, who failed in impacting the viewpoint towards organizational 

justice (Benson, 2000). All these researchers often argue that” regardless of gender, age, level of 

education, race, tenure, and people often tries to perceive similar justice. Bottles (2001) had 

investigated about the relations existing among the education, age, justice at workplace, 

participation of union, but identified that the education was considered as the only important 

predictor for perceiving the justice and they had concluded that educated employees were most 

likely to explore the workplace to be better (Bottles, 2001). The selection of relevant combinations 

of styles while handling the grievances through the managers will support in attaining the mutual 

as well as satisfactory resolution for grievance results.  

Studies of Benson (2000) have tried to indicate that staff within the unionized workplaces 

was explored to hold importantly more influence mechanism as compared to the workplace with 

non-unionized employees. Furthermore, Bottles (2001) explored unidirectional type of 

relationship among the distributive justice or either procedural justice perception, in which the 

procedural justice is most likely to impact the perceived type of distributive justice or either vice 

versa. As Handel & Gittleman (2004) had imagined, the procedure of handling grievances is 

important in the process of shaping the staff complete appraisal to bring effectiveness in the system 

of grievances and its outcome. Mondy & Noe (2005) had studied about the impact of innovative 

workplace practices over the various indicators for the well-being of the workers (Mondy & Noe 

2005). The findings indicate that the average use of the high human resource management practices 

performance enhances the belongingness, involvement of task, commitment, empowerment, 

behavior of citizens, and satisfaction of job. Similar types of studies were undertaken by Bottles 

(2001) by setting up the similar outcomes.  

As Nurse & Devonish (2007) had tried to indicate that setting up the machinery for 

resolving the staff grievances and the supervisors role are viewed as important in creating the 

environment of harmonious working. Choosing the relevant styles of grievances handling is 

considered as more effective when the proper training is given to supervisors. This move parallel 

with Handel & Gittleman (2004), as the authors depicts that the issues related with industrial 

relations could try to escalate when the supervisors are not able to equip with right skills as well 
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as knowledge for handling the grievances in beginning steps (Handel & Gittleman, 2004). If the 

supervisor gets failed in creating the resolution of mutual grievances, then in that case aggrieved 

staff will try to transform the grievances in the case of disputes (Handel & Gittleman, 2004).  

2.3 Best practices recommended in Grievance Management  

Mondy & Noe (2005) had recommended that the capability of handling the disputes often 

manifest by the five dimensions such as fair-mindedness, artfulness, sagacity, detachedness, 

diplomacy, and it concluded that the ability of negotiation could be explained as the strength 

needed for negotiating and effectively handling disputes (Mondy & Noe 2005). The ability of 

negotiation includes about the equality and empathy, along with the ability to view the things as 

more real, ability to agree with the differences, ability to save self-esteem of every member 

(Handel & Gittleman, 2004). The negotiation area can be easily categorized in three main areas 

such as negotiating strategy, ability and style. While the style of negotiation is considered as the 

usual way in which one tries to react towards interpersonal situation related to conflicts, the 

strategy of negotiation is considered as the attentive choice. In this case, negotiator forms the dual 

concern about the relational and substantive goals and the ability of the negotiation explores the 

ability towards managing the disputes and conflicts (Handel & Gittleman, 2004).  

2.3.1 Grounded Theory  

Nurse & Devonish (2007) developed the model of grounded theory for both the employee 

and employer decision based over the framework of power dependency, as part of the huge process 

of grievance model (Nurse & Devonish, 2007). It is viewed that analyzing the decision making, 

specifically through the viewpoint of employees, it might be considered as the specific central 

component in developing the high knowledge of the grievance dynamics in India. Grievances often 

present the significant area related with relations based on contemporary employment. Amidst the 

present political type of debates there is a requirement for undertaking evidence based research in 

context of rhetoric (Nurse & Devonish, 2007). However, as the limited previous local research 

often offers the conflicting outcomes with having clear type of patterns. The study of Handel & 

Gittleman (2004) explained that specific high performance practices of human resource 

management such as job rotation, empowerment, participation of employees, pay based on 

performance, promotions based on merits, and procedures for handling grievances might create 
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influence on productivity of employees, commitment of employees and satisfaction towards job 

(Handel & Gittleman, 2004).  

Work related concern of the staff members and their grievances that are not quickly and 

could be resolved effectively might result into the productivity loss and poor work quality, 

customer and products services, loss of confidence, diversion through the goals of the company, 

communication existing among the supervisors and employees, job satisfaction, low self-esteem 

that might lead towards the industrial issues, rise in turnover of employees and rise in absenteeism, 

failure to gain reputation to employee along with lost in everyone’s working time (Nurse & 

Devonish, 2007). Therefore staff who explore that there are efficient procedures of managing 

grievances at the workplace might feel more comfortable in doing the task and feel more 

committed towards the company and get satisfied with their job (Nurse & Devonish, 2007).  

2.4 Nature and Definition of Employees Grievance 

According to Averineni (2012), the employee’s grievance process implies the 

dissatisfaction among staff who is employed within the company. A grievance mainly happens 

when there is a presence of treatment which is meted unfairly. This type of dissatisfaction has 

increased among the individuals who are working in different sectors (Averineni 2012). Inability 

shown by authorities in the company towards maintaining the actual code of conduct as well as 

procedures at various organizational levels finally results into the increase of frustration level 

among employees. Baumruk (2010) mentioned that all organizations have the presence of specific 

procedures for ensuring the requirements and demands of the staff are properly fulfilled by the 

company (Baumruk 2010).  

The ability of the company to address the problems further enhance and occurrence of 

grievances. Chand and Katou (2009) has stated that grievance of staff might occur due to the huge 

variation in reasons that might range from various minor to major problems. The actual payment 

of salaries and benefits is the most appropriate issue in staff grievances (Chand and Katou 2009). 

The wages that are given by the organization might not be appropriate for the staff and they might 

demand to increase it. Disparity presence among wages given to different individuals might result 

into clash of egos of employees in the company. Chebat (2013) commended that this might create 

the rift in companies internal administration that afterwards results into grievances (Chebat 2013). 
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The failure to have proper benefits for staff like provident funds and appropriate daily allowances 

also impact the employees that afterwards culminate into grievances. 

2.5 Causes and sources of employee grievances 

2.5.1 Causes of Grievances   

The work load which is present among the staff is the most significant factor, which creates 

issues of grievances among staff members. The competitiveness among different companies in 

recent period has tried to ensure that all staff members are directed and offered responsibilities. 

Baumruk (2010) mentioned that management of the company is highly focused towards increasing 

the aims of the company and failed in paying heed to increase the stress level among employees 

(Baumruk 2010). They are not offered with enough holidays and are even directed towards work 

without any leave. This enhances employee’s mental pressure and they might get sick. It even 

enhances the physical and psychological pressure, which later on culminates into grievances. The 

organization’s working environment also plays a significant role in developing the psychological 

attitude of the employees. The presence of safe working environment in the company without the 

presence of undue restrictions often leads towards motivating the employees (Baumruk 2010). 

The non-maintenance that adheres towards different rules, which is laid out by central and 

state government create challenge for the employees. Chand and Katou (2009) mentioned that this 

might occur the issues related to concentrating on job, and this finally leads to the occurrence of 

grievance among staff members. Finally, non-maintenance of relations among the management 

and union of employees creates grievances (Chand and Katou 2009). The union of employees is 

mainly formed to build a bridge, by which staff can explain about their requirements. The failure 

of efforts in talking with union representatives often leads to grievances among employees. 

2.5.2 Sources of Grievances 

Effective management is the significant aspect that links with the management of human 

resource of the company. Chebat (2013) stated that, for making effective management of 

grievances, a company requires to analyze the actual reason behind the grievances of employees. 

There are different reasons behind the occurrence of grievances such as, failure to have mutual 
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trust, lack of recognition, unmanageable work pressure, lack of facilities, lack of team work, along 

with lack of respect for the individuals (Chebat 2013).  

Unmanageable pressure of work 

Every firm has to face problems related with the pressure handling at workplace. Chand 

and Katou (2009) mentions that, it’s the key reason behind high employment turnover rate in the 

company. If the firm is not able to properly manage the effective workload, it is explored that staff 

have the effective contribution for the company. Excess work pressure often leads to stress, high 

turnover ad grievance issues. Stress linked with work load is considered as the key reason behind 

the staff grievances (Chand and Katou 2009). Workload problems and stress is not considered 

equal by all the employees. Relevant distribution of the work load can minimize the stress from 

staff and can help in developing grievance free environment for working.  

Lack of mutual trust 

As Cleyman, Jex and Love (2011) mentioned that strong relations can only be built through 

depending on mutual trust. For the purpose of developing the successful company, it is necessary 

to develop a strong relationship among management and employees (Cleyman, Jex and Love 

2011). They should have faith in each other’s action. Commitment towards job is the base of 

mutual trust, and if it’s missing then different grievances can occur (Cleyman, Jex and Love 2011).  

Lack of facilities 

Organizational management should emphasize on offering some core facilities for the staff 

members. They should work towards developing a safe environment for working through making 

continuous enhancement in the infrastructure. Lack of relevant environment for working along 

with unethical practices might lead towards stress of staff (Chebat 2013). It can even reduce 

employee’s engagement with the company in context of developing grievances.  

 

 

Lack of identification 
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Currently all companies are exploring ways to improve their productivity. Therefore, it 

becomes quite important to identify employee’s contribution in the company. As Fleishman and 

Harris (2012) mentions, that lack of identification is considered as the second main reason behind 

staff grievances just after the issue of unmanageable work load. Lack of recognition might lead 

towards enhancing the frustration, lack of confidence, and lack of self-esteem among staff 

(Fleishman and Harris 2012).  

Lack of respect for the employees 

As Cleyman, Jex and Love (2011) mentioned that, it’s significant for the company to 

provide respect to all working individuals. If the firm fails in developing the right working 

environment that could encourages the diversity, then it can lead towards employee’s frustration 

(Cleyman, Jex and Love 2011). It might even lead towards creating stress and mistrust among 

employees that can create staff grievance issues.  

Lack of team work 

It is required from employees to analyze the significance of team work. They require 

understanding that team work is considered as the method for attaining long term objective of the 

company in effective way. It is explored that due to variation in the employees working 

philosophies, conflicts might increase in the team (Ghura and Mathew 2014). For instance, some 

staff is quite reluctant towards working with others. Often it happens that they don’t share 

significant information about the work with other members of the team. If the organizational 

management is not capable in resolving the issues in quicker way it might give rise to the issues 

of staff grievances (Ghura and Mathew 2014).  

2.6 Methods of handling employee grievance 

There are different methods that are required for addressing staff grievances as well as their 

complaints. Walker and Hamilton (2011) mentions that listening to the employees issues and 

addressing their concern is significant part of culture followed in an organization. They are similar 

to establishing the system, dividing the complaints, addressing the issues and then reviewing the 

results (Walker and Hamilton 2011). Methods of handling grievances are given below: 

Establishing the system 
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Trotta (2011) states, that it’s the responsibility of organization to develop the system, 

through which staff members can launch their issues as well as grievances (Trotta 2011). It will 

support the company in addressing the issues of employees. For establishing the process there are 

certain factors like, a company should try to include all the policies of the company in the handbook 

of the company (Trotta 2011). It will support the staff in offering references to the policies. The 

organization should try to assign a team for handling employee’s complaints in the company. 

Walker and Hamilton (2011) states that HR department is often linked with this type of work. 

Company’s management should ensure that all the complaints are submitted and reviewed in 

confidential manner (Walker and Hamilton 2011). An organization can try to develop the online 

survey form that is secure and safe, as it will enhances staff confidence in submitting real issues.  

Dividing the complaints 

After developing the system for attaining complaints, management should try to divide the 

complaints and require determining the issues in priority terms. Soni and Rawal (2014) states that 

there are some issues find in the company, such as unethical management policies and violation of 

policies, along with safety at workplace (Soni and Rawal 2014). For instance, staff often feels 

frustration and stress while working within unsafe environment of working. There are certain rules 

in the company that create discrimination among staff members. Staff often feel that specific 

polices of the company are unfair and unreasonable like discrimination and overtime regulations 

that linked with promotion and allowances (Soni and Rawal 2014).   

Addressing complaints 

After dividing complaint of staff, organization should get prepare to address these 

complaints. There are certain steps that need to be followed by company such as, acknowledge, 

investigate, decide and then act (Riley 2009). It’s the responsibility of the company to make sure 

that all employees understand their complaints, receive and then address it (Cascio, Boudreau and 

Davis 2012). There is no requirement to offer quick response, but it is expected by company to 

make sure that staff understands that the complaints are actually heard (Broida, Davis and Broida 

2010). All collected information is related with work, and company should take required decisions 

for deriving solutions.  

 Reviewing results 
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After an organization has acted as well as implemented the solution, it is expected from the 

management to properly review the situation. It’s considered as an effective way to analyze the 

efficiency and effectiveness of methods for handling grievances in the company (Soni and Rawal 

2014). It will also support in recommending new organizational strategies.  

Grievance Procedural Model 

The grievance procedural model is recommended by the labor national commission. It 

helps in ensuring the fast settlement of employee’s grievances in the company. As Harter, Schmidt 

and Hayes (2010) mention that, there are around five steps related with grievance procedural 

model. Firstly, the staff has to offer complaint in the company. The unsatisfied employees are 

required to convey their grievance issues in both written and verbal form to the designated officer 

(Harter, Schmidt and Hayes 2010). The officer who is appointed by the organization for handling 

the grievances require to respond for the complaints within specific time. In starting, the officer is 

expected to acknowledge employees that there complaints are heard. It is expected that officers 

should analyze the issues and collect all needed and appropriate information related with 

grievance. Afterwards, they should decide about relevant solution about the problem and act 

accordingly in no time (Janani 2011).  

If the appointed officer fails in offering the suitable results within set time period, then the 

aggrieved staff can present the grievance to the company’s departmental head. Kent (2014) argues 

that, if the staff is not satisfied with the results given by appointed officer, then staff can move 

towards head of the department (Kent 2014). If head of the department fails in satisfying the 

results, the staff can move towards grievance committee. Knox (2010) mentions that grievance 

committee has to offer suggestions in the period of 7 days. They require providing the report 

associated with grievances of the management. Within the time of 3 days management is required 

to offer the decisions to the grievant (Knox 2010). Even though after the grievance, the grievant is 

not satisfied with the grievance committee decision, then in that case employee can make an appeal 

to the management and asks for revision. According to Lee and Ok (2015) the stage is highly 

applicable if grievance committee fails in offering suitable suggestions within time period (Lee 

and Ok 2015).  
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The management takes the time of week to make revisions in the taken decisions. After 

that they offer revised decision to all the grievant. In case if the employees are still not satisfied by 

the decision taken by the company, then it goes to the voluntary arbitration (Lee and Ok 2015). It 

is required to be done within the time of week after the decision is taken by the management. Lucas 

(2011) mentions that arbitrator decisions are considered as final decision.  

2.7 Current practices in grievance management in Hotel industry  

Grievance management is not a new concept in hospitality industry; rather it’s one of the 

most persistent ways of study in all times. While running the organization, employees working in 

the company had to work in different cultures as compared to rest of the society they adopt the 

viewpoint attitudinally and behaviorally towards the company as well as its work cultures 

(Peterson & Lewin, 2000). Hotel industry is just related with serving the customers in order to 

offer them with feel good effect.  

Guest is deity, and this concept is considered at the central tenets of the culture in India 

since immemorial times (Peterson & Lewin, 2000). Guests in India are considered and treated with 

utmost respect and warmth and they are provided with best services. Connections are separations 

and real and they are illusion; therefore true hospitality implies reaching out the one, we actually 

don’t know. It’s a home away from home, and it’s what actually felt while giving services to 

customers in hotel. The service delivery is considered as the responsibility mainly in low and 

middle level management (Peterson & Lewin, 2000).  

2.7.1 Impact of Grievances 

If the employees working within a company and are not even motivated or there interest is 

not developed in delivering the best services to the customers, then complete game might get 

spoiled. This might be basically due to the result of grievance of staff members with their 

management of the company (Robbins, Summers & Miller, 2000). With the increasing tough 

competition, the hotel management should try to rectify the issues that are faced by the staff 

members. Therefore, grievance is referred as deterioration on the human relations and it also 

includes dissatisfaction of the experience by the staff members that impact the organizational 

performance both directly or indirectly (Robbins, Summers & Miller, 2000). Any kind of real or 
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either imagined feeling of the injustice and staff is concern with the staff relationship is known as 

grievance (Robbins, Summers & Miller, 2000).  

Hotel industry is always considered as the low paid industry and it always a subject of 

argument. Staff mainly in the five star segments is not satisfied with the compensation package 

they get. Usually, in most of the cases there is no internal or either external equity in the salary and 

the periodical increase in the salary are not even granted on time (Rose, 2004). Experience and 

ability of the employees is not even given with due consideration, through determining the package 

along with specific schemes of social security like ESI and PF, etc. that is not implemented in well-

mannered way. Therefore, the existing salary system determination need to be urgently changed 

and the system that is based on equity and gives more significant to experience, social security 

schemes and ability should be implemented (Rollison, 2000).  

2.7.2 Effects of Grievances 

The hotel industry the staff satisfaction towards the job is quite low. Heavy and prolonged 

load of work, low salary, improper redressal of grievances, stressful environment for working, 

failure to have recognition, and low growth of career makes the hotel staff job unattractive (Rai, 

2007). All these issues could be tackled through flexible work timings, offering recreation and 

relaxation, HRM practices and timely address of grievance issues in hotel industry by 

implementing the meritorious work recognition system (Rai, 2007). While formulating the 

preferred appointments and giving to the staff by undertaking the promise of growth in employees 

career. Therefore, practices related to human resource management prevailing within the Indian 

hotel industry could be easily visualized as the phenomenon of multi-layer (Rai, 2007).  

Employees working in hotel industry and the one working in the five star hotels within the 

private sector tries to adore with the good conditions of working, high wages, and security equity 

of the job, along with advancement possibility (Kathrine & Mussie, 2009). But the case of public 

sector mainly in the three and four star segments, staff is mainly confronted with the issues related 

with uncertainty, low pay, bad working conditions, high turnover and discrimination. The present 

attempt had reached the tip of the ice (Kathrine & Mussie, 2009). Compensation reassessments 

packages, along with developing staff by training them, in order to meet the upcoming issues, and 
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maintaining the environment of conductive working is required to be implemented (Kathrine & 

Mussie, 2009).  

The policy of state towards the human resource management within the hotel industry often 

encompass various aspects related to training, human resource development, wages and various 

other working conditions might come with advantages for both employees and employer. 

Grievances, if it’s not explored or either redressal might lead towards the low service quality, low 

employees morale, rise in absenteeism, turnover along with strains in the high subordinate 

relationships (Syed & Yan, 2012). However, it is evident that in hotel industry of India, the 

employers give less attention towards the employee’s grievance redressal. This approach might 

get changed as it is suggested by the model Grievance procedure in the national labor commission 

need to be implemented within the hotel industry (Syed & Yan, 2012).  

2.8 Comparison between previous and present research work 

There is different research that had been done on this similar topic by the previous scholars. 

For instance, Walker (2009) had tried to conduct the research work as per the representation and 

accompaniment in the workplace grievances and discipline. In the history of the research work the 

development related to grievances are discussed (Walker, 2009). As per the Employment 

Protection Act of 1975, employers are highly obligated towards adding the note associated with 

the employment conditions in the offer letter. In this type of note, it is required to be included that 

how as well as whom the staff could actually lodge the grievances (Walker, 2009).  

In 1977 the Acas code of practice for the staff had been introduced. It is associated with 

the procedures and disciplinary practices of the company. The significance of the work fairness 

and the accompaniment right is discussed in the research work. The Act of employment relation 

1999, supports in developing the correct accompaniment at the hearing and disciplinary of 

grievances (Walker & Hamilton, 2009). As per the hearing of the law disciplinary, it’s the official 

type of warning given by the workers. There are few disciplinary actions like suspension, demotion 

as well as dismissal that are included in it. The warning and appeal confirmation is covered in it 

(Walker & Hamilton, 2009).  

There are various other research done by Sarma (2007) that are named as creating influence 

on the department head personalities over the grievance handling style selection. In the research it 
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is mentioned that the competitive market for handling grievances is significant part of the 

management. Grievances are considered as the state of employee’s dissatisfaction that relates with 

the work as well as working environment. Each and every company is required to develop the 

procedures of grievance handling for purpose of handling the issues of employees that might had 

high effect on the grievances of employees (Sarma, 2007). The research work emphasizes over the 

evidences that manager’s personalities could clearly determine the style of grievance handling in 

the company.  

There are few gaps that are explored in the previous research. The first research fails in 

indicating the method and scope of the procedures related to grievance handling. In this research 

it was given that what will happen if the staff fails to mention in the research work (Sarma, 2007). 

The next research explains the management personality’s influence on the style of grievance 

handling. They are similar to working environment, work pressures, codes of practices and 

policies. All these factors are mainly highlighted in this research (Sen 2005).  

In the current research work, the employee’s grievance concept is discussed. Causes related 

to staff grievances and the grievance handling methods is explained in the research. The effect of 

grievance handling and other theories and models linked with the procedure of grievance handling 

is discussed. It will support in analyzing the staff grievance and its procedures of management and 

the present scenario of business (Srivastava, 2008).  
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Chapter 3: Research Methodology  

3.0 Introduction 

For this research, a literature review was conducted and the primary research consisted of 

a survey to hotel workers, plus interviews with Hotel management. This chapter offers the basic 

overview about the research methods that will be applied in proposed research project (Bergh & 

Ketchen, 2009). It’s noted that research design needs the important attention towards the 

techniques of research and proposed analysis of data. Therefore, this specific attempt is made 

towards collecting the information related with producing the research design. Various templates 

related with data analysis for conducting the multiple designs will be discussed within this chapter. 

The key aim behind this section is not only to answer different questions but also to offer the head 

start. Along with this, the techniques of data analysis might get differ significantly from within the 

types of research design (Bergh & Ketchen, 2009). This specific chapter will start with an intensive 

discussion about the research onion. Therefore, the discussion will include about research design, 

philosophies, data analysis, techniques, approaches, etc.  

3.1 Research Onion 

The research onion tries to build the backbone of complete techniques of research, which 

are mainly supposed to be included in topic. The research onion acts like a guideline, which 

supports me in conducting the research through adopting the systematic and technical approach. 

As mentioned by Asdhir (1993), the research onion layers, explains about the implementation 

research process. Research onion first layer is explained as research philosophy that supports in 

discussing about gathering, interpreting and analyzing the information. Along with this, the 

research philosophy also discusses the facts as well as research knowledge (Asdhir, 1993). In the 

research onion, next layer is of research approach. There are different research approaches, which 

are discussed in this section. The third layer included in research onion is research strategies. The 

other two layers are related with time horizon as well as technique of data collection (Dwivedi, 

2002).  

 

 



  Dissertation 

30 

 

3.2 Research Philosophies 

Research philosophy is referred as the huge topic and it’s the concept related with 

collecting, analysing and interpreting the gathered information. As mentioned by Bernard (2011), 

the philosophy of research is referred as an over-arching term in context of improving the 

knowledge and knowledge. There are various types of research philosophies like positivism, 

realism, as well as interpretivism (Bernard, 2011). The research philosophy of positivism relies 

over the huge structured methodology for the purpose of facilitating the quantifiable and 

generalization observation. It also supports in evaluating the research through the actual 

satisfaction (Bernard, 2011).  

On the other hand, the research philosophy of interpretivist cover up the beliefs that 

management social world looks quite complex to get formulated with the support of laws and 

theories. Lastly, the philosophy of realism relies over the human values and beliefs 

interdependency (Bernard, 2011). For this research, positivism philosophy is selected with an aim 

to determine the effect of management techniques on the staff members. The research will also 

focus over the specific research philosophy that could permit the hypothesis to get proved and the 

same could support in fulfilling the research objectives (Bernard, 2011).  

3.3 Research Approaches 

The research approach is mainly of two types such as deductive and other is inductive 

research approach. This is referred as the second layer in the research onion. The deductive 

research approach principles supports in checking the hypothesis and theory and therefore, it can 

proceed for conducting further results (Bryman & Bell, 2011). On the other hand, as per the 

inductive approach principles, specific observations could be met in more generalized way that 

leads towards formulation of the theories that are argued by (Morgan, 2009). Along with this, it 

can be mentioned that inductive research could establish a set of questionnaire for creating the 

research scope in comparison with deductive approach of research. However, in this research, 

deductive approach will be sued for offering the in-depth analysis of the research by reflecting 

over the previous theories. Along with this, deductive research could support in analysing the 

actual facts related to theories.  
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3.4 Research Design 

It can be mentioned that the research project biasness might be reduced and research 

reliability could be increased by implementing the actual research design. Relying over the 

observation and analysis, it could be mentioned that there are three kinds of research design such 

as experimental, descriptive and explanatory research design (Bryman & Bell, 2011). According 

to the principles related to descriptive research design, it can be mentioned that descriptive study 

is one type of information gathered without even changing the environment. On the other hand, 

the experiment studies are considered as the study in which the procedure is mainly intentionally 

introduced and the results are observed. In the present research, descriptive research design issued 

for supporting in analyzing the required data gathered through survey (Bryman & Bell, 2011). The 

research could be performed through experimentation and physical data.  

3.5 Research Strategy 

Onwuegbuzie & Leech (2009) had an opinion that similar to research study, I would try to 

follow two types of strategies that is survey. In this I will try to apply the theoretical knowledge 

along with its practical application. The information collected from the actual life will include 

questionnaire and interview. Research strategies include case studies, surveys, filed experiments, 

laboratory experiments, simulation, theorem proof, and forecasting. Among these, I will try to 

implement survey and field experiment strategy (Onwuegbuzie & Leech, 2009).  

As per Magilvy & Thomas (2011), survey will support me in attaining the data associated 

with views, situations and practices undertaken during the time of preparing the questionnaire for 

both interview and survey. There are few techniques such as quantitative and the other one is 

analytical (Magilvy & Thomas, 2011). These techniques are used mainly for gathering the 

interference from the data related to previous facts. The survey use permits me to move through 

different way and then try to make it possible in the experiment area. On the other hand, the data 

will be gathered by the actual world environment (Onwuegbuzie & Leech, 2009). One thing that 

will be quite challenging is to analyze the insights that are associated with the cause that exist 

behind the phenomenon. In addition to this, there are few resources that could go biased, in case 

of self-selected participants, when survey is undertaken through survey design (Onwuegbuzie & 

Leech, 2009).  
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Saunders, Lewis & Thornhill (2009) holds an opinion that the method of field experiment 

on the other hand helps in expanding the firm real situations and business experiments. Therefore, 

the method of field experiment helps in minimizing the situation that might be criticized (Saunders, 

Lewis & Thornhill, 2009). During the time of practicing the field experiments, there are few 

challenges that might happen and the same could relate with identifying companies that could 

prepare for achieving experiments, and it’s the far more complex to hold the control, at the time 

of making similar replications.  

3.6 Data Collection Method 

Quantitative data collection 

The quantitative method of data collection is that type of data in which numerical 

measurements will become easy to be formulated by Onwuegbuzie & Leech (2009). The 

quantitative method will be gathered by the help of verifiable, systematic as well as replicable 

manner. However, in this research, the quantitative data will be gathered by both interview and 

survey. The survey questionnaire will be given to 56 participants by the help of online portal.  

Qualitative Data collection 

The qualitative method of data collection will be applied by direction with individuals as 

per the direct communication with individuals within the group settings. The techniques of 

qualitative research data collection will be quite time consuming; therefore, the information will 

be gathered through small sample size (Onwuegbuzie & Leech, 2009). For this research, the 

qualitative data will be gathered by the help of interviews on the 3 managers of the company.  

3.7 Sampling Techniques 

 

In this research study, the sampling techniques will be applied after the primary data is 

collected. The sampling will be undertaken with two different processes such as probability and 

non-probability sampling. Therefore, in this research, probability sampling will be taken to be 

implemented on the sample size of 3 managers and 56 employees. Probability sampling will be 

taken as it supports in performing the research on small sample size from the huge population 

within specific time (Burns, Burns & Burns, 2009).  
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3.8 Data Analysis 

As per Burns, Burns & Burns (2009), the information which will be gathered by using the 

various primary and secondary techniques will be analyzed in actual way for the purpose of 

attaining the study results. There are basically three types of techniques related with data analysis, 

such as qualitative technique, mixed approach technique and the last one is quantitative technique 

(Burns, Burns & Burns, 2009). In that specifically, both the qualitative and quantitative methods 

are used. Quantitative methods are applied for analyzing the data that will be attained through 

surveys by the technique of primary research. Qualitative technique will be applied for analyzing 

the data that will be gathered through interview with managers.  

3.9 Ethical Consideration 

Mamoria, Mamoria & Gankar (2008) mentioned that there are many occurrences of 

different ethical issues that occur while conducting the research. While conducting the specific 

research study, a proper and actual code of conduct should be followed for avoiding the problems. 

All the data that will be gathered will be kept private according to the Act of Data protection 1998. 

It will also be made sure that no data will be forced or either coerced out of the individuals during 

the time of study conduction. There would be any type of occurrence of the monitory transaction 

while conduction of the research studies. In last, all the information will be gathered during the 

secondary research that will be obtained through the academic sources (Mamoria, Mamoria & 

Gankar, 2008).  

3.10 Validity and Reliability 

The validity is referred as one of the most important aspect in the process of research, in 

order to obtain the valid data and outcomes. Burns, Burns & Burns (2009) discussed that there are 

three kinds of validity such as content validity, criterion validity as well as face validity. However, 

all these types of validity require to be correlated with the research study nature. The present study 

relies over the social behavior and will explore the previous theories and will also gather the 

information by actual environment. Construct validity is related with measuring the theoretical 

validity proposition (Burns, Burns & Burns, 2009).  

For the purpose of measuring the validity in the present study, it is important for me to 

make sure about the effectiveness of questionnaire, summarizing all the theoretical framework by 

covering the peer-reviewed and journal articles. Any information provided in this study will be 
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cross checked through various published sources. By attaining the valid data is significant for 

bringing effective outcomes. Kumar, Rai & Surya (2009) had mentioned that the reliability of the 

study is linked with the standardizing the situation of research such as compliments provided by 

me to each and every participation after the completion of interview. Therefore, I would make sure 

that there would be no variation in my behavior, attitude, physical response and psychological 

behavior towards respondents.  

3.11 Managing Biasness 

Managing as well as reducing the biasness is referred as one of the most critical problem 

in research process. It is significant that I would try to make sure about the honesty, confidentiality, 

integrity and openness during the process of research. Kumar, Rai & Surya (2009) mentioned that 

bias might have been occurred in the process of research design or while gathering the information, 

analyzing it and interpreting the data; therefore, it’s significant that the researcher should try to 

carry consistent actions for minimizing the biasness.  

A researcher should never try to differentiate specific respondents according to their 

personal characteristics. Moreover, they can try to adopt the various data sources that might have 

been developed at the time of questionnaire process, summarizing the outcomes in order to please 

the investigator. Moreover, the weaknesses of the research design can also try to facilitate the 

biasness of research Kumar, Rai & Surya (2009). Eventually, researchers are usually aware about 

all the negative impacts of business, which might mislead the outcomes and therefore, it’s 

significant to apply skills as well as expertise in effective way. I would try to apply the various 

code of conduct in order to carry out the research process. It is significant to make sure that 

personal motives need to keep aside, while formulating research report. It is important that I adopt 

a commitment over the matters of confidentiality, which should be discussed with anyone and in 

any situation (Kumar, Rai & Surya 2009).  

3.12 Research Limitations  

Research limitations could be discussed as the variant reasons of which I came across 

various hazards during the research process. Similar to every type of research having certain 

limitations, this research too had faced many limitations like time constraints. Time constraints 

was that I have to perform my job in establish stipulated period of time; otherwise I might have to 

come across various issues during submission time of my thesis.  
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 If the respondents ask for research validity, then I would have to depict them consent of 

university 

 Few respondents might provide data that might not be authentic; therefore, I would have 

to follow the filtration of data and provide data that is relevant for the research.  

3.13 Summary  

The actual use of techniques of methodology enables to make proper use of path farmed 

through which the studies could be completed successfully. The comprehensive and detailed 

overview of various techniques that could be applied is outlines. The knowledge which is presented 

through different study paradigms is highlighted. The different designs, philosophies, methods of 

data collection and techniques of data analysis are highlighted. This approach is mainly included 

in research study and its rationale. Along with this, the ethical issues which might be faced at the 

time of conducting the study and its prevention is also included in study.  
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Chapter 4: Findings and analysis 

4.1. Introduction 

In this chapter, the main idea would be to develop questionnaires among the employees of Indian 

hotel industry by utilizing with tabular and graphical representation. It would be effective if the 

subject focuses on the problem of the employee grievances that are present in the hotel industry 

with good management distribution. Here, the main objective would be to ensure grievances that 

could address the management procedures in the hotel industry of India. Primarily, the problem 

depicted in this research will talk about the employee retention problems that could increase 

improper management of the grievances. Besides, the procedure of employee grievances would 

be exact if individuals are employed in the company with a good level of satisfaction. Thus, the 

chapter forms two areas. One is the quantitative part and other is the qualitative part. Here, I have 

taken 56 respondents to make surveys among the employees of Indian hotel whereas 3 managers 

are taken to review the interview part. 

4.2. Quantitative questionnaires (Findings from employee surveys) 

Question 1 

What is your age group? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Below 25 12 21 56 

25-35 11 20 56 

35-45 16 29 56 

45-55 10 18 56 

55 and above 7 12 56 

 

Table 1: Age group 
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Figure 1: Age group 

Analysis 

From the quantitative question, age group is a major factor that plays vital role in the Indian hotel 

industry. Age group is a segment of a population that is approximately the same age within a 

specified range on ages. The age group substantially plays on the development areas like 

education, health, human rights, entrepreneurship and support of mentally challenged people. 

Here, the employees that are associated to the Indian hotel industry evolve a good percentage on 

their work life. The total number of employees taken in this qualitative analysis is 56. This 

means that those employees, which are below 25 years of age evolve with 21%, whereas those 

who fall in the category of 25-35 years evolve with 20%. It would be influential if the 

subordinate age groups incline a favorable treaty for improving organizational development. 

However, those employees that fall on the age group 35-45 evolve with 29%. Moreover, those 

who fall in the category of 45-55 age group evolves with 18% and those who fall in the category 

of above 55 years evolve with 12%. Thus, it could be analyzed that age group of 35-45 plays a 

important role in the Indian hotel industry. 

Question 2  
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What is your gender? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Male 30 54 56 

Female 26 46 56 

 

Table 2: Gender 

 

Figure 2: Gender 

Analysis 

Gender is the characteristics pertaining to differentiate from and between the femininity and 

masculinity. These characteristics may include the sex-based structures and the gender identity. 

From this quantitative question, the idea would be to analyze the male and female respondents 

that are associated to the Indian Hotel Industry. Here, the male respondents evolve with 54% 

whereas the female respondents evolve with 46%. Hence, from these it could be predicted that 
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association of male employees are more than female respondents in the Indian Hotels. Apart 

from that, gender imbalance arises due to the consequences on various factors like the natural 

factors, environmental contaminants, aging and gender-selective abortions.  

Question 3  

What is your employment status? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Employed  15 27 56 

Student 13 23 56 

Self-employed  20 36 56 

Retired  8 14 56 

 

Table 3: Employment status 
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Figure 3: Employment status 

Analysis 

In this section, the idea would be to analyze the credentials of the employment status in the 

Indian hotels. From the table, it is seen that the employees, which are employed evolve with 

27%, whereas those who are students evolve with 23%. Thus, it could be configured that most 

students opt to go for part-time jobs in hotels and by the time, they completes their study too. 

However, those who are self-employed evolve with 36%, whereas the retired persons evolve 

with 14%. Besides, the legal status and the classification of employment practices work on 

varying grounds. Here, the distinction of the entrepreneurs and the employees may be 

incorporated on the economic market. Moreover, in employment, the law of a person will 

determine the employer’s right and their responsibilities. It would be effective if the legal 

practices will work through the economic framework and the labor market status of Indian hotel 

industry. 

Question 4 

What is your highest degree or level of education? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

High school 

graduate  

17 30 56 

Associate degree 12 21 56 

Bachelor’s degree 11 20 56 

Master’s degree 6 11 56 

Doctorate degree 10 18 56 

 

Table 4: Level of education 
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Figure 4: Level of education 

Analysis 

In this question, the idea would be to analyze the degree possessed by the employees in the 

education field. Here, the employees that are associated with high school degree level evolve as 

30%, which those who pertains associate degree evolve with 21%. Conventionally, those who 

have bachelor degree include with 20% and those who have master’s degree evolve as 11%. The 

employees those who have Bachelor’s and Master’s degree are one of the beneficial names in the 

hotel industry. They know about their work on how to manage the customers coming to reside in 

their hotels. Conventionally, they are administered with field of knowledge and applicability to 

serve the guests with goods skills. In turn, customers can feel good behavior as they have been 

well trained and their selection process was effective. To be fair enough, good education is 

needed in any field. One must be capable to handle situations where the opposite party can know 

exactly, what service they are providing. However, the employees that have a doctorate degree 

comprises of 18% in the Indian hotel.   

Question 5 

What is your annual income? 
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Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Below 20000 14 25 56 

20000-30000 12 21 56 

30000-50000 10 18 56 

50000-100000 15 27 56 

Above 100000 5 9 56 

 

Table 5: Annual income 

 

Figure 5: Annual income 

Analysis 

In this question, the annual income of the employees associated with the Indian hotel industry 

has a great contribution. Income is the statement that is done with savings and consumption 
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within a specified time limit by an entity. In the field of economics, income is the accumulation 

of the non-monetary and the monetary consumption ability of the firm’s total capital. Here, the 

employees that fall in the category of income level on below 20000 evolve as 25% whereas those 

employees that fall in the category of 20000-30000 evolve as 21%. Besides, those employees 

that have an income level of around 50000-100000 evolve as 27%. However, those employees 

that have an income level of above 100000 evolve as 9%. Thus, it can be explained that those 

employees that fall in the category of around 50000-100000 perceives a high percentage. They 

may be the managers and other care persons in the hotels.  

Question 6 

What is your marital status? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Married  20 36 56 

Unmarried  25 45 56 

Divorced  5 9 56 

Widowed 3 5 56 

Separated 3 5 56 

 

Table 6: Marital status 
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Figure 6: Marital status 

Analysis 

In this segment, I will analyze on the marital status of the employees that are associated with the 

Indian hotel industry. Marital status is used in the vital records and other documents that have a 

specification if a distinction is made properly. A person’s civil status might be married, divorced 

or single. This would signify if the respondents were given a wide range of options to choose 

between. Here, the employees that are associated with the Indian hotel industry evoke a change 

factor. Those who are married includes with 36%, whereas those who are unmarried evolve as 

45%, which is comparatively on the higher side. Besides, the employees that are divorced evolve 

as 9%, and the other sections like widowed and separated ones evolve as 5% and 5% 

respectively. Hence, it is analyzed that the majority of employees are mainly unmarried and 

married in the Indian hotel industry. 

Question 7 

How far do you agree that ethnicity plays an important role in the management area of 

Indian Hotel industry? 
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Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly agree 12 21 56 

Agree 10 18 56 

Neutral 30 54 56 

Disagree 3 5 56 

Strongly disagree 1 2 56 

 

Table 7: Ethnicity plays an important role in the management area 

 

Figure 7: Ethnicity plays an important role in the management area 

 

Analysis 
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In this question, the discussion point will be on the ethnicity of the employees that are associated 

with the Indian hotel industry. Ethnicity is the category of people that have a specific identity 

and a common language. Unlike the social groups, ethnicity is primarily based on the inherited 

status. The membership of the ethnic groups may have a cultural heritage, ancestry and an origin 

of myth. They possess a direct contact of ritual cuisine, dressing style and a physical appearance. 

Depending on the group, identity is emphasized on the indigenous people and other tribes. From 

the above table, the employees that strongly agree evolve as 21%, while those who belong to 

agree evolve as 18%. Additionally, those who belong to Indian origin (Asian) or the neutral 

category evolves as 54%. Moreover, those who are dissatisfied evolve with just 5%, while those 

who are strongly dissatisfied evolve as just 2%.  

Question 8 

What far have you been satisfied with the religion playing a major role on the management 

area of Indian Hotel industry? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly satisfied 12 22 56 

Satisfied 13 23 56 

Neutral 12 21 56 

Satisfied 13 23 56 

Strongly 

dissatisfied 

6 11 56 

 

Table 8: Religion plays a major role on the management area 
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Figure 8: Religion plays a major role on the management area 

 

Analysis 

Religion is the cultural system that has behaviors, worldviews, ethics, and practices. Here, the 

religion practices may include the rituals, sacrifices, funeral services, prayer, music and other 

public service. With modernization and the advent of scientific revolution, the metaphysical and 

social claims have come to existence with religious ethics. Besides, the concept of religion has 

entailed beliefs and ideas to work with indigenous languages and the globalized arena. In this 

question, the main idea would be to frame the employees that fall in the various religious groups. 

The employees, which are strongly satisfied, evolve with 22%, whereas those who are satisfied 

evolve with 23%. In order, the neutral groups evolves with 21% whereas those who are satisfied 

evolves with 23% and those who are strongly dissatisfied evolves with 11% just. Thus, it could 

be intended that majority of people that falls under Muslim, Hindu, orthodox, and Christian 

group have a good percentage of employees working in Indian Hotel Industry.  

Question 9 
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How would you describe the political views in the management area of Indian Hotel 

industry through employee grievances? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Very conservative  15 32 56 

Liberal 10 22 56 

Moderate 4 9 56 

Liberal 11 24 56 

Very Liberal 6 13 56 

 

Table 9: Political views in the management area of Indian Hotel 

 

Figure 9: Political views in the management area of Indian Hotel 

Analysis 

In this section, the idea would be to describe about the political views that depicts employee 

association of the hotel industry. Here, the employees that are very conservative about the 

political views evolve with 32%, whereas those who are liberal evolve with 22%. In order, the 

employees those who have moderate views about the Indian hotel industry evolve with 9%. It 

would be effective if the analysis remains ideal where employee association is subjective. 

However, those employees that have liberal political views evolve with 24% and those who are 

very liberal evolve with 13% respectively. In any sector, political views can align a different 

outlook on employee association. The political views may be democratic, bureaucratic, 

conservative and socialistic. Thus, an independent politician affiliates the political parties that 

subordinate indifferent opinions among the employees. Hence, the employees that have good 

knowledge about the political views fall under the category of very conservative and liberal area. 



  Dissertation 

49 

 

Question 10 

How far do you agree that staff and other members would make a growth factor for most 

of the Indian hotels? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly agree 12 21 56 

Agree 14 25 56 

Neutral 4 7 56 

Disagree 16 29 56 

Strongly disagree 10 18 56 

 

Table 10: Agree if staff and other members would make a growth factor for most of the 

Indian hotels 
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Figure 10: Staffs and other members facilitate growth for most of Indian hotels 

Analysis 

In this section, the idea would be to analyze the staffs and the other members that facilitate 

growth for most of the Indian hotels. Here, the employees strongly agree about the fact that staffs 

and other members facilitate growth for the Indian hotels evolve with 21%, whereas those 

employees that agree evolve with 25%. Besides, the employees that fall in the neutral category 

evolve with 7%. However, those employees that disagree on facilitating growth among the 

members in Indian hotel industry evolve with 29%, whereas those who strongly disagree evolve 

with 18%. Thus, the staffs and the other members that will facilitate growth encourage culture 

through performance improvements and continuous learning. Moreover, applying principles on 

the growth and feedback will rise with accountability on working area. It would be beneficial if 

provision of development opportunities retrieves employee performance effectively. In order, the 

interactive phase between the staffs and the supervisors may encourage trust, and open 

communication network.  

Question 11 

Do you believe that managers in Indian Hotels, (or in your hotel) could handle employee 

grievances effectively? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly believe  16 28 56 

Believe 12 21 56 

Neutral 14 24 56 

Disbelieve 13 22 56 

Strongly 

disbelieve  

3 5 56 
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Table 11: Do you believe that managers in Indian Hotels, (or in your hotel) could handle 

employee grievances effectively? 

 

 

Figure 11: Do you believe that managers in Indian Hotels, (or in your hotel) could handle 

employee grievances effectively? 

In this question, the main theme would be to discuss the role of management of Indian hotels that 

addresses employee grievances. Here, the employees that strongly believe with the role of 

management evolve with 28%, whereas those who believe configures with 21%. It would be 

effective if the employees that play a neutral role in Indian hotels evolve with 24%. Besides, 

those respondents that disbelieve with the association of employee grievances evolve with 22%, 

while those who strongly disbelieve evolve with just 5%. Thus, the role of management has an 

increasing tendency to bring growth and organizational effectiveness. However, the management 

practitioners have realized that empowerment initiatives will make environmental necessarily. 

Thus, from the table, it could be demonstrated that majority of employees strongly agrees to the 

fact that role of management sends messages to the employee acquisitions.  
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Question 12 

What are the grievances present among the employees in the Indian hotel industry? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Payment of 

salaries  

12 21 56 

Increasing 

workloads 

15 27 56 

Improper 

management in 

Union relations 

13 23 56 

Working 

environment  

15 27 56 

Others  1 2 56 

 

Table 12: Grievances present among the employees in Indian hotel industry 
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Figure 12: Grievances present among the employees in Indian hotel industry 

Analysis  

In this question, the grievances present among the employees in the Indian Hotel industry are 

described. Here, 21% of Employees have experienced difficulty with payment of salaries. Whereas 27% 

have experienced increasing workload pressure. More importantly, 23% have had grievances around 

management not managing union relations effectively and the other factors comprises of just 2%. 

The payment benefit is the common area, where employee complaints are addressed. This 

involves the qualifications and amount to pay equity with the cost and the benefit programs. 

However, heavy workload is an area where the employee is given enough pressure when the 

company is running slowly. Besides, working conditions is a crucial area, which has good 

satisfaction and motivation under the federal laws. If the employee does not find a suitable area, 

then they may file a grievance. Moreover, the management and the union relations avoid the 

unfair practice done relatively. This would act as a fair treaty that acts subordinately while 

experiencing unfair labor practices. 

Question 13 

What are the management practices that you find most important for your satisfaction? 
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Frequency (in %) Total number of 
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Protecting 

personal information 

13 23 56 

Responding to 

inquiries and 

complaints  

12 21 56 

Training staffs 

and to communicate 

with them 

11 20 56 

Developing 

information to guests 

6 11 56 

Provide offerings 

of goods and services 

14 25 56 

 

Table 13: Management practices that you find most important for your satisfaction 
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Figure 13: Management practices that you find most important for your satisfaction 

Analysis 

In this question, the idea would be to frame on the management policies of Indian hotel industry 

by considering employee association. The management policies include areas like protecting 

personal information, which includes with 23% whereas the area of responding to inquiries and 

complaints evolve with 21%. It would be influential if training the staffs and communicating 

them effectively evolves with 20%. However, developing the guests with prior information 

evolves with 11% and that of providing offerings on goods and services evolve with 25%. Thus, 

the establishment of policies makes an effective judgment if it acquires internally and externally 

on diversity and ethics. They provide a framework that would make consistent decisions 

regarding equity, where people are treated without any subject. With the advancement of HR, the 

desired organizational culture may have a policy on recruitment and selection area. This may 

provide clear communication between the employees and the hotel industry with the basis for 

supervising and treating it effectively.  

Question 14 
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Do you feel the current grievance management procedures and policies at your hotel are 

useful and effective? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly agree 12 21 56 

Agree 14 25 56 

Neutral 10 18 56 

Disagree  10 18 56 

Strongly disagree 10 18 56 

 

Table 14: Are current grievance management procedures and policies at your hotel are 

useful and effective  
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Figure 14: Are current grievance management procedures and policies at your hotel are 

useful and effective 

Analysis 

From this quantitative question, the idea would be provide a detailed view about the management 

policies in the Indian Hotel industry. Here, the employees that strongly agree about the fact 

related to management policies evolve with 21%, whereas those who agree evolve with 25%. 

However, the employees that have a neutral tendency to cope with management policies for 

working effectively in Indian hotels evolve with 18%. It would be ideal if the employees 

disagree to the management policies on working successively. This includes with 18% and so as 

those employees that strongly disagrees evolve with 18% too. Thus, the key management 

policies that would be useful for employee association brings good code of conduct, recruitment, 

performance management, eligibility and other learning and development areas. Policies often 

make a section where separate document gives instructions under a specific area. However, it 

could be difficult to change the policies, which are implemented to become a part of 

organizational culture and the ways of working.  

Question 15 

If employee grievances are not handled properly, what do you feel is the impact or the 

result in your performance and satisfaction? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Bad reputation 20 36 56 

Reduction in 

morale and 

performance 

12 21 56 

Higher turnover 20 36 56 

Efficiency and cost 3 5 56 
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Stress and health 

problems 

1 2 56 

 

Table 15: Impact of improper management among the employees in Indian hotel 

 

Figure 15: Impact of improper management among the employees in Indian hotel 

Analysis 

In this question, the main idea would be analyze the happenings of improper management 

faculties in the Indian hotel industry. Here, there are certain areas that need to focus because of 

improper management. The impact of bad management has made a mark in the Indian hotels as 

bad reputation evolves with 36%, whereas the reduction in performance and morale includes 

21%. Moreover, there are aspects like high turnover, which evolve with 36% and efficiency and 

cost evolves with just 5%. In order, stress and health problems evolve with 2%. Bad reputation in 

the management can lead to confusion among people, as the managers do not feel to 

communicate with them effectively. Regardless, reduction in performance and morale may lack 

evenly as the employees experience frustration among them. High turnover also leads to 
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improper overtime scheduling. Here, as longer as the schedule problem continues, there would 

be high rate of turnover. Additionally, health and stress problems have been a major concern. 

Here, the lack of time for handling the responsibilities outside the work increases the stress 

levels. 

Question 16 

How far you are aware of this improper management can lead to a bad reputation in the 

Indian hotel industry? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly aware 12 21 56 

Aware 10 18 56 

Neutral 14 25 56 

Unaware 15 27 56 

Strongly unaware 5 9 56 

 

Table 16: Improper management can lead to bad reputation in Indian hotel industry 
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Figure 16: Improper management can lead to bad reputation in Indian hotel industry 

Analysis 

From this question, the areas that the employees need to look after would be on the improper 

management. Since bad reputation is a factor that can lead to mishaps in Indian Hotel industry. 

Hence, the employees that are strongly aware of the situation evolve with 21% whereas those 

who are aware evolve with 18%. Besides, the employees that may or may not have a high 

percentage of working with the improper management system evolve with 25%. However, those 

respondents that are unaware about the situation comprise of 27% and those who are strongly 

unaware of this situation evolve with 9%. Thus, with the help of positive employee feedback, 

this can be minimized. As bad publicity can affect the culture, this can hurt the employee’s 

morale to a certain extent. Thus, there have to be a transparency built across employee and the 

enterprise to reduce the improper management caused due to bad reputation in the Indian Hotel 

industry.  

Question 17 

What are the steps that are needed to be taken by the authorities of Indian hotel for 

ensuring employee grievances are solved eventually?  
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Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Setting up a 

system  

14 25 56 

Categorizing the 

complaints 

30 53 56 

Addressing the 

complaints 

6 11 56 

Reviewing the 

outcomes 

5 9 56 

Others  1 2 56 

 

Table 17: Steps taken by the authorities of Indian hotel  

 

Figure 17: Steps taken by the authorities of Indian hotel  
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Analysis 

From this quantitative question, I will take necessary steps for ensuring that employee grievances 

are stopped minimally. The hotel authorities should be responsive about the situations that are 

going beyond their control. They must apply certain techniques, which could reduce the 

employee grievances in the major hotels of India. It would be effective if setting up a system 

would be profitable. This includes with 25%. However, categorizing the complaints of the 

employees evolve with 53%, which is comparatively on the higher side. Moreover, addressing 

the complaints evolve with 11% and reviewing the outcomes evolve with 9% respectively. In 

order, the other factors evolve with just 2%. Setting up a system would be efficient that will 

develop the employees in getting a feedback from them whereas categorizing the complaints will 

work on the conditions that will be unethical and it may violate the policies and the rules. 

Moreover, addressing the complaints would acknowledge, decide and investigate it. Thus, it 

would be effective if reviewing the outcomes would make a prolific area, if the management 

would be liable to handle the situations. 

Question 18 

What are the main causes of employee grievances in the Indian hotel industry? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Unmanageable 

work pressure 

10 18 56 

Lack of facilities 15 27 56 

Lack of 

recognition 

11 19 56 

Lack of teamwork   10 18 56 

Lack of mutual 

trust 

10 18 56 
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Table 18: Causes of employee grievances in the Indian hotel industry 

 

Figure 18: Causes of employee grievances in the Indian hotel industry 

Analysis 

There are certain causes of employee grievances in the Indian hotel industry today, which has 

become inevitable. This can make a gap between the organizational values and the outcome they 

get from the priority of employees. The major causes include unmanageable work pressure, 

which include with 18%, whereas lack of facilities include with 27%. In order, lack of 

recognition among the employees includes with 19% and that of teamwork include with 18%. 

Besides, lack of mutual trust among the employees evolves with 18%. Here, the employees may 

have a demand about the individual wage adjustments, as they feel comfortable when they are 

paid less. However, the working environment is too fragile that lack of recognition takes place 

with poor quality of materials. Under supervision, there are certain flaws that can hamper 

organizational change and the employee relations. Employees are unable to adjust with the 

colleagues as they suffer from the feelings that they might be humiliated to any matter.   

Question 19 
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How far you are satisfied with the steps taken by authorities has worked effectively to 

reduce employee grievances? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Strongly satisfied  12 21 56 

Satisfied 13 23 56 

Neutral 15 27 56 

Dissatisfied 10 18 56 

Strongly 

dissatisfied 

6 11 56 

 

Table 19: Steps taken by authorities has worked effectively 
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Figure 19: Steps taken by authorities has worked effectively 

Analysis 

In this question, the idea would work effectively if there would be a good satisfaction level build 

among the employees. Here, the authority must take certain steps for enjoying a comfort level to 

reduce employee grievances in the Indiana Hotel industry periodically. Assuming to good 

satisfaction level, the employees that are strongly satisfied with the event of taking major steps 

by the authorities evolve with 21%, whereas those who are satisfied evolve with 23%. The 

outcome will stabilize if neutral areas can get rid of the situation in most of the Indian hotels. 

This comprises of 27%. However, the employees that are dissatisfied notably evolve with 18% 

and those who are strongly dissatisfied evolve with 11%. Thus, managing employee stability is 

one of the areas where there may be a comfort level but supervising on relationships can be a 

little unstable. The priority given by the employees must reduce the arbitrary area where they can 

try to protest with the higher management terms. A good management can be effective to handle 

the policies among the employees associated with the hotel industry.  

Question 20 

What are the factors that are affecting employees due to management policies in Indian 

hotel because of customer behavior? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Cultural factors 15 27 56 

Economic factors  5 9 56 

Political factors  24 43 56 

Social factors  5 9 56 

Environmental 

factors  

7 12 56 



  Dissertation 

66 

 

 

Table 20: Question 20 

Factors affecting employees due to management policies in Indian hotel in regards to 

customer behavior 

 

Figure 20: Factors affecting employees due to management policies in Indian hotel in 

regards to customer behavior 

Analysis 

In this question, the major idea would be to balance the management policies in most of the 

Indian hotels, which are affecting the employees badly. It can be intended that cultural factors is 

one of the area where employees get affected because of the management policies. This includes 

with 27%. Besides, the economic factors evolve with 9% and the political factors are on the 

higher side. This evolves with 43%. The employees also suffer with the social factors, which 

evolve with 9% and the environmental factors evolve with 12%. Cultural factors are one of the 

areas where employee seeks culture, values and knowledge about the organization. However, the 

economic factors determine the economic performance of the individuals, which directly 

hampers the company’s long-term stability. On the other hand, the social factors would 
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scrutinize the social environment that includes the determinants like demographics, cultural 

trends, analytics and demographics. Thus, the major area that consists of a good percentage of 

employee association is the political factors. Here, this will determine the extent of government 

that influences the economy periodically within the industry. These include tax policies, trade 

tariffs and other fiscal policies in the hotel industry.  

Question 21 

According to you, how will you rate on the current working system of the Indian hotel 

industry? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Excellent  22 39 56 

Good 11 20 56 

Average 13 23 56 

Below par 5 9 56 

Poor 5 9 56 

 

Table 21: Rating on the current working system of the Indian hotel industry 
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Figure 21: Rating on the current working system of the Indian hotel industry 

Analysis 

This is one of the important questions to depict the current working system of the Indian hotel 

industry. Here, the opinions of the employees that think the system have an excellent service 

evolve with 39%, whereas those who think that the system covers a good level evolve with 23%. 

Organization should have an effective area where development needs to maintain with the 

working system. Thus, the employees that think of having an average level with the current 

working system evolve with 23% and those who think that the system is below par evolve with 

9%. Besides, the employees that consider the management level is poor evolve with 9%. 

Periodically, the idea should be effective if proper management is brought to a certain level 

among the employee association. Here, the current working system of the hotel industry brings a 

convincing area where most of the employees have a good margin. These configures on how the 

management of hotel industry provides excellent service to the guests coming from outside. 

Question 22 

What are the elements of employee grievances in the Indian hotel industry? 
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Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Performance 

planning 

14 25 56 

Performance 

feedback 

14 25 56 

Performance 

management 

12 21 56 

Performance 

appraisal 

9 16 56 

Supervision 7 13 56 

 

Table 22: Elements of employee grievances in the Indian hotel industry 

 

Figure 22: Elements of employee grievances in the Indian hotel industry 
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Analysis 

In this question, the main idea would be to consider the elements of employee grievances that 

contributes to the Indian Hotel industry. It would be efficient if the key indicators perceive 

employee performance in the major hotels of India. However, performance planning is one of the 

areas that associate employee performance management with 25%, whereas the performance 

feedback evolves with 25%. Besides, the performance management section evolves with 21% 

and that of performance appraisal evolve with 16%. In order, the supervision given to employees 

evolves with 13%. Performance planning is a collaborative process that reviews the job activities 

and establishes standards results from the organization. It would include development and 

training plans to meet the job activities of the Indian hotels. Thus, the key idea would be to 

restrain policies that would make a good treaty to indicate the performance level among the 

employees. It becomes subjective if there is a misunderstanding built among the employees on 

communication and other area of development.  

Question 23 

What are the disadvantages of employee grievances and its management on the Indian 

hotel industry? 

Options Number of 

respondents 

Frequency (in %) Total number of 

respondents  

Unrealistic guests 13 23 56 

Problems are 

beyond control 

11 20 56 

Rotational 

working shifts 

12 21 56 

Pay is garbage 18 32 56 

Others  2 4 56 
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Table 23: Disadvantages of employees working in the Indian hotel industry 

 

Figure 23: Disadvantages of employees working in the Indian hotel industry 

Analysis 

From this quantitative question, it is developed that there may be some disadvantages built 

among the employees while working in the Indian Hotel Industry. There may be unrealistic 

guests, which is a major disadvantage to the hotels. This includes with 23% whereas the 

occurrence of problems that are going beyond control evolve with 20% and the rotational 

working shifts include with 21% respectively. Since pay is a mere garbage. This involves with 

around 32%, which is comparatively high with the other areas. Moreover, the other factors 

evolve with just 4%. It is intended that employees may get isolated if the workplace does not 

provide a location where they can meet people and make friends. Employees may also feel 

alienated if proper developments do not take place in the working area. Thus, they seem to be 

overlooked if their career development and promotions may void with the inconsistency to track 

the real situation.  
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4.3. Qualitative questionnaires (Findings from Manager Interviews/ Interactions with 

Managers) 

Question 1 

What are the challenges faced by the employees on the management policies in the Indian 

hotel industry? 

In this question, there are certain challenges faced by the employees due to the employee 

grievances in the Indian hotel industry. This may deal with issues that are not easy to handle. The 

main issue may be the employee turnover in the organization. As stated by the second manager, 

the excess work pressure may lead to high stress, turnover and the grievances. Workload issues 

may be felt by the workers if appropriate distribution may reduce their stress and develop a 

grievance on the work free environment. However, there may be lack of mutual trust, which 

would build a strong relationship among the employees. They must have faith, which could be 

considered as a major area for having commitment in work. The management may also 

concentrate for providing basic facilities for their employees. Hence, this would decrease the 

engagement of employees with the organizational terms and grievances.  

Employees may also develop the management policies if there would be a ground for them. 

Now, the major issue may be the lack of recognition, which looks forward to improve the 

productivity. This factor can also lead to increase in frustration and lack of confidence among the 

employees. Irrespective to that, lack of respect for the individuals is a major area where a 

company fails if there is a diversity build across the employees. In order, dignity of work may 

lead to stress and mistrust among the employees, which finally turns into employee grievance. 

Thus, the third manager has intended that lack of teamwork may be also an area where workers 

need to understand the teamwork for achieving long-term goals for the organization. Here, the 

employees may be responsible for working with different philosophies. They may share a 

network, which would give them effective information to assess their contribution on employer’s 

ground. Moreover, if the management is not able to handle the organizational capabilities, then 

there may be a good capability to raise the employee grievances.  
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Question 2 

How would you analyze the role of better management consistently while addressing 

employee grievances in hotel industry? 

In this research, the idea would be to restrain the procedure of employee grievances if there 

would be absence of satisfaction among them. Since the grievances are caused by the presence 

of treatment made by the employees, there may be an inability to authorize the company’s 

development by maintaining a proper code of conduct. As stated by the third manager, there are 

chances to address the role of better management in the hotel industry. Here, adapting the things 

may have a positive concern, but this may have rigid area on working with the fundamentals. 

Besides, expecting excellence may set an area, which would be unattainable while addressing the 

employee grievances. Thus, employee recognize the standards if they have an excellent service 

among them. Competitiveness among the companies may ensure that responsibilities would 

focus if there may be psychological stress made in the company. However, the working 

environment plays an important area where development could lead to psychological attitude 

while working with the employees. Here, the presence of the safe environment makes a presence 

if there would be undue restrictions made because of motivation among the employees. 

However, the role of a better management leads progressively if there may be the informed 

senior executives, employees and managers associated with the quality performance 

management. The role of a manager would be to see if the arrangements in a management 

process are done effectively. Here, using the benefits may emphasize the working process of 

employees, which could lead to development and performance. It also initiates a positive 

feedback that develops the expectations of employees in the Indian Hotel industry. Thus, 

coaching the employees seems to be effective as this strengthens a two-way communication. 

Hence, the workers from the other generations may recognize the learning need, which would 

sense professional and career development. It would be effective to see that ensuring each 

employee may lead to well-defined job description as they understands the competencies and 

skills while making a progression in career development.  
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Question 3 

What are the necessary recommendations needed to be taken by the higher authorities for 

solving problems among the employees on major concerns? 

In this section, the authority will take certain recommendations for solving the problems among 

the employees in the Hotel industry. The first thing would be to set a system, which would be 

efficient to develop grievances and complaints. Here, the organization should develop a system 

where the employees can launch their complaints and grievances. The company may develop 

organizational policies, which should assign the providers in search of a feedback to most 

employees. As intended by the first manager, human resource department makes a certain 

amount of work that makes a suitable and a confidential way to progress in a departmental area. 

The company also entertains an online survey program, which is safe and secure. It also 

increases the employee confidence while submitting the problems on inconvenience of 

management tactics.  

Besides, there may be a categorized way to restrain management ethics, which prioritizes the 

issues in a developmental cycle. Employees feel that addressing the complaints may 

acknowledge, decide and investigate on a certain act. It would be the prime responsibility where 

the organization perceives ethical ideas in development of lifecycle. If gatherings are done well, 

there may be a major problem, which would perceive company to act promisingly. Solving the 

ethics would be relevant if decisions work accordingly by solving the issues. Moreover, 

reviewing the outcomes would work effectively if the management would be liable to review the 

present situation. It also helps to understand the strategies that would be consistent for the small-

scale enterprises. Thus, there are key areas in a development cycle. It involves the working 

condition, violation of rules and unethical policies that would be treated dimensionally to allow 

ethics in allowances and promotion.  

4.4. Summary 

 

In this chapter, I have discussed on wide frames of development on Indian Hotel industry. In the 

quantitative part, I have taken 56 respondents while in the qualitative analysis I have chosen 

three managers. From the qualitative questions, the idea develops tactically with demographic 
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questions, which is solved by forming tables and graphs through a wide presentation. It enables 

change characteristics if the impact of improper management is responsible for the employee 

grievances in the Indian Hotel Industry. Here, a regulatory framework is built to highlight the 

considerations that are put up by the management. Moreover, the causes of employee grievances 

in the Indian Hotel Industry have enhanced lack of facilities, mutual trust and recognition among 

the people. However, in the qualitative questionnaires, I have highlighted effective ideas for 

building up a framework. The idea would be to restrain policies that would be fair enough to 

consider the real time situation. The situation demands three managers that coordinate with the 

challenges faced by the management policies, role of better management and recommendations 

made to the higher authorities.  
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Chapter 5: Recommendations and conclusions 

5.1. Conclusion  

This part of the study forms a major idea, which gives an outline to the employee grievances in 

the Indian Hotel Industry. Since the topic alludes on the management and the employee 

grievances, there would be good evidences to entail the framework. The conclusion point intends 

to provide an area for development where providing service to the individuals would form the 

backbone of the study. An implementation to this procedure will address grievances that outline 

the study on the rising population and the surveys conducted among the Indian market. This has 

resulted also to decline the majority of the population to act accordingly and ensure data on post-

recession and seasonality. Thus, the management should ensure that equal rights are given to 

employees on certain problems and grievances. To go in-depth of the research, the major issue 

highlighted in this research topic would be on the foreign tourism industry. This resulted with lot 

of grievances in the Indian Hotel Industry. The issue was intended because the absence of proper 

management was seen to form an effective area with the internal administration. This resulted in 

stress among the employees and loss of business in major hotels. However, with the help of 

research objectives, this chapter would be discussed by making a relation from the fourth chapter 

by linking with quantitative and the qualitative data. The objectives formed a real time situation 

where understanding the roles and responsibilities were effective to understand. It also made 

certain recommendations on employee grievances that relates with the development cycle by 

solving the problems.  

Employee grievances also have an absence of satisfaction in their commitment level. With the 

inability of the authorities demand, a proper code of conduct states the increasing results on 

employee behavior and needs provided by the company. As inability may vary with certain 

reasons, there may be a covariance made with the help of employee perspective to gain 

competitive advantage. Here, the presence of the disparities provides funds to the employees, 

who are in certain discomfort zone. Workloads also results in creation done by the people on 

competitiveness and stability to work further. Hence, this may increase the physical and 

psychological pressure on the work life for employees. Here, the presence of employees has a 

safe working environment, which seeks to provide motivation. There are certain factors that 

would cause employee grievance. This may have an area where lack of mutual trust and facilities 
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would develop teamwork and stability. Here, stress could be the factor, where high turnover and 

stress may be the major concern. This would rely on the decrease in organizational source and 

self-esteem criteria for employee resistance.  

To entail the area of handling the employee grievances, setting up the system would be a 

necessary factor as it develops management tactics to face the problems while categorizing the 

complaints. Here, the key idea would be determine the environment where ethical practices are 

developed to maintain the situation of work allowances and promotions. However, with applied 

methodologies in this research, I have demonstrated the idea to review the study. It involves 

assumption where discussions are carried with designs, philosophies, techniques and data 

analysis. The most important part in this segment is to carry out the research in such a manner 

where problems will be solved easily. Interpreting the values and beliefs would make a good 

ability to define the research ethics. This would solve through limelight of organizational values 

and interviewing section. However, with the sampling techniques, data analysis interprets the 

quantitative and qualitative methods with the help of research variables. 

5.2. Linking with objectives 

Objective 1 

To analyze the grievances of staff in Indian hotel industry 

Grievances may result with certain factors, which may have improper working conditions like 

standards, bad relation and unsafe working environment. Grievances may have irrational 

management policies that could lead to inappropriate salary and structure. As the grievances 

arise, there may be training benefits to develop performance of employees. Accordingly, the 

manager would acknowledge the grievances to put the manifesto of employees to reduce the 

workloads. Gathering the facts would prevent remedial actions that analyses decisions taken by 

the manager. After implementing the situation, a follow up would ensure the grievances that 

would set up satisfaction of employees. From the quantitative question 12, payment of salaries 

and increasing workloads evolve with 48% whereas the working environment evolves with 27%. 

The working conditions may be a crucial area where the union relations and the management act 

subordinately to meet unfair labor practices.  
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From the qualitative question 2, the role of better management functions while addressing 

employee grievances in presence of employee effectiveness. Here, adapting the changes may 

recognize the standards if excellent service make competitiveness among the employees for 

ensuring roles and responsibilities. However, the third manager has made a presence of safe 

environment may have a psychological advantage if the restriction imposes with the senior 

executives and employees. It would be effective if ensuring the learning process will lead to a 

well-defined career among the individuals and the employees.  

Objective 2 

To analyze the management role in hotels to address the staff grievances  

Here, the roles and responsibilities of the management would be to review the policies that 

would be effective for development. Here, the idea would be to stabilize the promotional 

activities for ensuring progress for the customers. Customers may choose a hotel, which would 

be based on certain location. Thus, the employee’s part would be to spread awareness among the 

people for monitoring strengths in the hotel industry. In order, customer relationships would be 

stable if employees ensure high level of business. Here, customer loyalty program may be an 

area where corporate customers require regular meetings and accommodations. From the 

quantitative question 11, the employees strongly believe that role of management requires a 

stable condition where frequency evolves with around 49%, which is comparatively high. This 

would bring a change factor where empowerment initiatives will assign to role of management. 

Thus, the necessary thing would make an increasing tendency to bring growth and organizational 

effectiveness in any small-medium enterprises.  

From the qualitative question number 2, the third manager has stated that chances of better 

management would adapt to situations where there would be effective service. Possibly the 

medium sized enterprises suffer from a problem where employees does not get additional 

benefits progressively. They know what their expectation from the company is and what they 

will receive at last of a month. Employee recognizes an excellent area where working role will 

sustain demographics of a company. Besides, the working area must develop with presence of a 

safe environment, which would be effective if individuals need motivation to develop their skills 

and knowledge. Moreover, the coaching of the employees seems to be effective as it strengthens 
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a two-way communication. Here, the workers play a significant area for developing their 

personal skills and competencies.  

Objective 3 

To discuss the effect of improper management of staff grievances in the Indian hotel 

industry 

The success of a business depends on how the employee performs. This relates with their 

position on how the individual performs or how the impact of the company makes an impact. 

Considerations offers employees to perceive education as there may be an optimum level to 

develop training programs, specify location and to delegate tasks in the training period. Besides, 

confusion comes when there may be an uncertainty about the role of management within the 

company. In an environment, it is seen that employees are required to stabilize their performance 

level if the administration forces to communicate with the safety procedures on health. From the 

quantitative question 16, due to improper management, a bad situation is developed evenly. 

From the tabular representation, the majority of employees make a situation, which would not be 

perfect for them. This includes with around 52%. Thus, this could be developed by providing a 

positive feedback my making a transparency on employee reputation. Besides, bad publicity can 

affect the culture, which would hurt the employee’s morale. Moreover, there have to be 

transparency built among the employees to reduce the improper management caused due to bad 

reputation in most of the Indian hotels. 

From the qualitative question 1, the second manager has stated that employee grievances may 

deal with the issues, which are not easy to handle. With excess pressure and high turnover, 

workloads develop grievances that would build strong relationships among the people. It also 

facilitates organizational terms, which would make good productivity to sustain development. 

The improper effect on management decreases the phase of working with employees and by 

increasing confidence among the employees would turn their grievances down. The third 

manager has also stated that lack of teamwork can detain them for achieving long-term 

objectives. They must plan an area where organizational capabilities would raise opportunities to 

make a decision that would be perfect for them.   

Objective 4 
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To recommend ways in which the Indian hotel authorities can solve the grievances of the 

employees 

From the quantitative question 17, it is described that hotel industries must solve the 

grievances for the employees to develop organizational capabilities. Here, categorizing the 

complaints evolve with 53% as compared to other factors. The hotel authorities should be 

responsive if the situations go beyond the control. They must apply some techniques if they 

reduce the employee grievances to set up a system. Setting up a system would be efficient if 

complaints are lodged while categorizing the complaints. This may also violate policies that 

would review outcomes in handling the opportunities for getting a desired outcome.  

Moreover, from the qualitative question 3, solving the problems may be efficient if they 

develop grievances and complaints among them. The company may also develop the 

organizational policies, which assigns providers to get a feedback on most of the employees. The 

company also gathers possibilities that would increase their behavior on submitting the problems 

with management tactics. Now, the major area of development has a certainty where employees 

need to address the complaints by acknowledging the desires and gathering the lifecycle process. 

Reviewing the outcomes would be necessary if the management knows working in the India 

Hotel industry must have to be formal.  

5.3. Recommendations 

Recommendation 1 

Problems should address immediately to higher authorities 

In this situation, the problems the employees are facing while working in the Indian hotel 

industry should be solved at prior notice. They should make a list of areas, which are hampering 

their job responsibilities and roles. The fundamental thing would be to address to the managers 

or the other convenient person sitting at the hotel. The higher authorities must review what the 

challenges their employees are facing are. Hence, they can take a chance of reducing the areas 

that works accordingly. Here, the employees must be treated in a manner where they can feel 

comfortable to work conveniently. Accordingly, their situation may come up with ups and down, 

but they have to feel realistic. Moreover, with active developments and conducting seminars, the 

problems can be solved evenly.  
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Recommendation 2 

Informal counseling procedure for managing workplace situation 

Informal counseling advises good employee feedback to follow the staff members. The process 

involves an area where the manager sets up a relation that would be effective. However, the 

improvement conducted with the performance of employees may result the standards for 

company’s good behavior. Before taking an informal counseling procedure, data should gather 

responsively if proper establishments make a structural area to manage the employee and the 

manager of the organization. Thus, with this procedure, managing workplace presents an area 

where obtaining further information about the hotel industry may establish with guidance and 

timeline. Besides, monitoring and reviewing the outcomes may undertake certain policies that 

would be developed intentionally. The employees must maintain a timeline that would be 

appropriate for them to keep discussions and judgments in an effective manner. Moreover, 

keeping a note on the discussion policies would prompt their development by following an 

action, which will go either side of employee grievance in the Indian Hotel industry.  

Recommendation 3 

Time barriers should be solved at different levels 

Here, the employees need effective ability to use time at certain levels of development cycle. 

Here, there may be certain goals that have the ability to make a negative effect. Here, personal 

well-being, fatigue and unproductive habits can have a negative effect. This should be helpful to 

reduce the barriers that include time management related to training, devising a plan of action 

and reading time management books. However, there are effective approaches for dealing with 

time pressure. It clearly defines the parameters and decisions for reducing the ambiguity of data 

in the Indian hotel industry. Setting clear boundaries will form long discussions that will manage 

the amount of time in a decision procedure. However, the evidence that suggests the perception 

of a decision quality among the individuals may have an efficient decision that furnace on the 

appropriate resources. Thus, time barriers can be effective to make a decision for an employee, 

which uproots with progress with the individuals associated with the Hotel industry, 

Recommendation 4 
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Awareness on importance of education 

In the present day, the information technology is one of the areas for making development in the 

education field. Here, running a business may need to understand how information should be 

secure and confidential. In fact, the greater would be the risks, the more would be knowledge 

gained for a particular area. Additionally, due to the increasing need required in business, the 

organizations must keep certain information secure and confidential. This would also enroll the 

employees by proving a feedback on training and development. However, building loyalty and 

trust may have an issue that intends with customer security concerns. Here, security awareness 

by perceiving education enlightens to grab physical and the information assets required for 

development. Since every organization have a setback. Thus, this can entail the gathered 

feedback to acquire information from the vendors or may be the person involved in such type of 

gatherings. Therefore, this proves to be one of the major areas of development as it is vital for an 

employee to be associated to an enterprise for long-term effect.  

5.4. Future scope of the study  

On accomplishing the research process, I evaluate the dissertation by studying the future research 

on primary source of data. Apart from the one, I have accomplished the entire research on a 

general basis on the Indian Hotel industry by following several guidelines on extraction from the 

improving organizational position through employee grievances. 

5.5. Limitations of the research study  

The research process has some limitations, as the unallocated time and financial budget is 

limited. Due to limited time, the researcher was unable to execute the entire step properly. Thus, 

the accumulated data are inadequate for accomplishing the research with an enriched outcome. 

On the other hand, due to financial budget, the researcher has to overlook over some steps that 

has the tendency to make a situation, which would be effective. Apart from that, in case of 

quantitative data collection method, several times the respondents give haphazard response those 

are not all correct. On the other hand, the managers do not want to reveal the information 

regarding the organization.  
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Chapter 6: Reflections in learning 

Self-appraisal 

The plan would be to assess the development opportunities need in the advent of learning area 

through skills, test and knowledge. Self-appraisal evaluates opportunities with two things in this 

dissertation mainly. The first one is the area where the learner accomplishes developments and 

challenges. Besides, identifying the discrepancies between the employee and the manager would 

sustain development opportunities by determining strengths and weaknesses (Archer 2013). 

More importantly, completing the self-appraisal process would share the brilliance of success. 

Here, the individual keeps a track on the challenges that needs to be developed with career 

development. However, seeking challenges would accomplish the priorities in creating a ground 

for self-assessment criteria by developing employees in Indian hotel industry.  

Problem solving 

Problems can come at any point of time to the observer. Here, the essence of learning is needed 

most importantly. A fundamental area would acknowledge finding better ways for developing 

the employee by defining the problem at first. Then generating the alternatives would be a great 

criterion. In order, selecting and evaluating the alternatives would be necessary for development 

while implementing the solutions in a perfect manner (Patnaik and Prasad 2013). The key area 

for defining a problem would ensure formally by tracking the real time situation of an 

employee’s background. Here, one should develop their own way of providing solutions that 

contributes in expanding the thinking capability of the observer. However, understanding the 

complexity has some affinity to determine the progress of a solution. Quite often, the progress of 

the solution depends on the period and the demands raised by the employees of the Hotel 

industry to create a solution that have good results. Here, appreciative inquiry has a positive 

approach that helps to examine the system’s methodology by improving the situation (Dhami, 

Schlottmann and Waldmann 2012).  

Summary of Added Value 

Here, I will assess critically by encountering solutions on the development procedure. It 

symbolizes meaning, which determines the individual’s skill development through learning 

capability. Skill is the most important area for the individual to carry out progression on learning 

and development. This includes generic skills, which develops a sense of vision on the practical 
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life. However, the current practices use the labor skills that have a sense of feeling on the 

personal development areas (Patnaik and Prasad 2013). The dissertation frames on the 

community expectations and the society norms, which emphasizes understanding and 

moderating the skills of people to form trust, dignity and self-respect. Besides, the human 

potential skills also have a good contribution towards development on employee grievances. It 

includes good support structure where a sense of feeling may entertain community lives and 

individuals in Indian Hotel Industry.  

Plans to apply to sustain learning 

Here, the learning plan would gather certain entities that will help the individuals by managing 

the content of teams, practices and organizational capabilities (Phillips and Phillips 2012). Here, 

the most important thing is to devise a plan, which would enrich learning plans for strengthening 

the community. Moreover, there have to be a clear understanding, which realizes actions to 

configure learning and development process in this dissertation.  

Critical evaluation of experiences 

This rejuvenates an appreciation of learning experiences, which would be built with good 

timeline and the events that are occurring periodically (Watson 2012). This would make a 

change factor if the learning ideas would be necessary for developing the employee in the Indian 

hotel industry. 

Self-Reflection and Assessment 

This analyzes a framework, which would be substantial for development. It also formulates a key 

area where personal ability makes learning to make descriptive tendency to adapt individual’s 

development procedure (Wigley 2013).  

Process 

I would use materials that give good outcome for the concerned topic. The special interest was 

the ability to make the research questions. I used strategies like addressing complaints to the 

employees and reviewing the outcomes was appropriate. I tried to set a system, which delivered 

better outcomes. More importantly, the planned discoveries were assumed to be evident for 

setting up priorities for the employee grievances. My learning has changed into a theoretical 

perspective by categorizing prolific ideas and assumptions into a learning module.   
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Use of sources 

Yes, my assumptions would be available through the research ideas. Yes, some sources do not 

make a good persistence. Hence, I did not select the process. I learned that employees also have 

some obligations, which is necessary to make sufficient sources. 

Dissertation formulation 

The sources provided enough result to make the thesis project. I balanced by making creative 

assumptions that was fresh and effective. The new thing was the cultural based questions in the 

findings section. The findings were analyzed with data whereas literature was descriptive with 

ideas and concepts. The outcome compared a major contrast as it intended own learning 

experience.  

Own learning 

The learning styles used in this research is reflective style. I am knowledgeable to change the 

experience by overcoming barriers to predict actions and development. It also made a change 

process, which established other characteristics of the learning procedure.  

Action plan 
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Summary 

The main idea of the thesis is to develop learning experiences with development opportunities. It 

would be effective if self-appraisal and problem solving procedure develops value added 

learning by creating opportunities (Archer 2013). It also makes self-refection and assessment to 

know the process and the development formula.  
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Appendix 

Question 1 

What is your age group? 

Question 2  

What is your gender? 

Question 3  

What is your employment status? 

Question 4 

What is your highest degree or level of education? 

Question 5 

What is your annual income? 

Question 6 

What is your marital status? 

Question 7 

How far do you agree that ethnicity plays an important role in the management area of 

Indian Hotel industry? 

Question 8 

What far have you been satisfied with the religion playing a major role on the management 

area of Indian Hotel industry? 

Question 9 

How would you describe the political views in the management area of Indian Hotel 

industry through employee grievances? 
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Question 10 

How far do you agree that staffs and other members would make a growth factor for most 

of the Indian hotels? 

Question 11 

Do you believe that manager in Indian Hotels, or ‘In your hotel’ could handle employee 

grievances effectively?  

Question 12 

What are the grievances present among the employees in the Indian hotel industry? 

Question 13 

What are the management practices that you find most important for your satisfaction? 

Question 14 

Do you feel the current grievance management procedures and policies at your hotel are 

useful and effective? 

Question 15 

If employee grievances are not handled properly, what do you feel is the impact or the 

result in your performance and satisfaction? 

Question 16 

How far you are aware of this improper management can lead to a bad reputation in the 

Indian hotel industry? 

Question 17 

What are the steps that are need to be taken by the authorities of Indian hotel for ensuring 

employee grievances are solved eventually? 

Question 18 
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What are the main causes of employee grievances in the Indian hotel industry? 

Question 19 

How far you are satisfied with the steps taken by authorities has worked effectively to 

reduce employee grievances? 

Question 20 

What are the factors that are affecting employees due to management policies in Indian 

hotel because of customer behavior? 

Question 21 

According to you, how will you rate on the current working system of the Indian hotel 

industry? 

Question 22 

What are the elements of employee grievances in the Indian hotel industry? 

Question 23 

What are the disadvantages of employee grievances and its management on the Indian 

hotel industry? 
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Qualitative questionnaires (Findings from Manager Interviews/ Interactions 

with Managers 

Question 1 

What are the challenges faced by the employees on the management policies in the Indian 

hotel industry? 

Question 2 

How would you analyze the role of better management consistently while addressing 

employee grievances in hotel industry? 

Question 3 

What are the necessary recommendations need to be taken by the higher authorities for 

solving problems among the employees on major concerns? 
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My name is Cleta. Pinto, a Dublin Business School Masters student. I would be grateful if 

you could answer this easy and quick questionnaire in order to help me complete my 

Masters’ dissertation on the topic Managing Employee Grievance in Hotel Industry in India. 

This survey is about the grievances faced by the employees in the hotels in India and how it 

can be managed. It is therefore, an investigation and analyse of the same. The data 

gathered in this survey will be strictly used to create measurable tables and none personal 

information will be published or revealed. 

Please, provide true answers about your experience in the Indian Hotel Industry from the 

grievance point of view. Tick mark your chosen answer and/or write it on the space 

provided “Other”. 

 

Question 1 

What is your age group? 

Below 25  

25-35  

35-45  

45-55  

55 and above  

  

  

Question 2  

What is your gender? 

Male  

Female  
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Question 3  

What is your employment status? 

Employed   

Student  

Self-employed   

Retired   

 

 

 

Question 4 

What is your highest degree or level of education? 

High school 

graduate  

 

Associate degree  

Bachelor’s degree  

Master’s degree  

Doctorate degree  
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Question 5 

What is your annual income? 

Below 20000  

20000-30000  

30000-50000  

50000-100000  

Above 100000  

 

 

 

 

Question 6 

What is your marital status? 

Married   

Unmarried   

Divorced   

Widowed  

Separated  
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Question 7 

How far do you agree that ethnicity plays an important role in the management area of 

Indian Hotel industry? 

Strongly agree  

Agree  

Neutral  

Disagree  

Strongly disagree  

 

 

 

 

Question 8 

What far have you been satisfied with the religion playing a major role on the management 

area of Indian Hotel industry? 

Strongly satisfied  

Satisfied  

Neutral  

Satisfied  

Strongly 

dissatisfied 
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Question 9 

How would you describe the political views in the management area of Indian Hotel 

industry through employee grievances? 

Very conservative   

Liberal  

Moderate  

Liberal  

Very Liberal  

 

 

 

 

Question 10 

How far do you agree that staffs and other members would make a growth factor for most 

of the Indian hotels? 

Strongly agree  

Agree  

Neutral  

Disagree  

Strongly disagree  
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Question 11 

Do you believe that manager in Indian Hotels, (or in your hotel) could handle employee 

grievances effectively?  

Strongly believe   

Believe  

Neutral  

Disbelieve  

Strongly disbelieve   

 

 

 

Question 12 

What are the grievances present among the employees in the Indian hotel industry? 

Payment of salaries   

Increasing 

workloads 

 

Improper 

management in Union 

relations 

 

Working 

environment  

 

Others   
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Question 13 

What are the management practices that you find most important for your satisfaction? 

Protecting personal 

information 

 

Responding to 

inquiries and 

complaints  

 

Training staffs and 

to communicate with 

them 

 

Developing 

information to guests 

 

Provide offerings of 

goods and services 

 

 

Question 14 

Do you feel the current grievance management procedures and policies at your hotel are 

useful and effective? 

Strongly agree  

Agree  

Neutral  

Disagree   

Strongly disagree  
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Question 15 

If employee grievances are not handled properly, what do you feel is the impact or the 

result in your performance and satisfaction? 

Bad reputation  

Reduction in 

morale and 

performance 

 

Higher turnover  

Efficiency and cost  

 

 

 

 

Question 16 

How far you are aware of this improper management can lead to a bad reputation in the 

Indian hotel industry? 

Strongly aware  

Aware  

Neutral  

Unaware  

Strongly unaware  
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Question 17 

What are the steps that are need to be taken by the authorities of Indian hotel for ensuring 

employee grievances are solved eventually? 

Setting up a system   

Categorizing the 

complaints 

 

Addressing the 

complaints 

 

Reviewing the 

outcomes 

 

Others   

 

 

Question 18 

What are the main causes of employee grievances in the Indian hotel industry? 

Unmanageable 

work pressure 

 

Lack of facilities  

Lack of recognition  

Lack of teamwork    

Lack of mutual 

trust 
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Question 19 

How far you are satisfied with the steps taken by authorities has worked effectively to 

reduce employee grievances? 

Strongly satisfied   

Satisfied  

Neutral  

Dissatisfied  

Strongly 

dissatisfied 

 

 

 

 

 

Question 20 

What are the factors that are affecting employees due to management policies in Indian 

hotel because of customer behavior? 

Cultural factors  

Economic factors   

Political factors   

Social factors   

Environmental 

factors  
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Question 21 

According to you, how will you rate on the current working system of the Indian hotel 

industry? 

Excellent   

Good  

Average  

Below par  

Poor  

 

 

Question 22 

What are the elements of employee grievances in the Indian hotel industry? 

Performance 

planning 

 

Performance 

feedback 

 

Performance 

management 

 

Performance 

appraisal 

 

Supervision  
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Question 23 

What are the disadvantages of employee grievances and its management on the Indian 

hotel industry? 

Unrealistic guests  

Problems are 

beyond control 

 

Rotational working 

shifts 

 

Pay is garbage  

Others   
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Qualitative questionnaires (Findings from Manager Interviews/ Interactions with 

Managers) 

 

Question 1 

What are the challenges faced by the employees on the management policies in the Indian 

hotel industry? 

In this question, there are certain challenges faced by the employees due to the employee 

grievances in the Indian hotel industry. This may deal with issues that are not easy to handle. The 

main issue may be the employee turnover in the organization. As stated by the second manager, 

the excess work pressure may lead to high stress, turnover and the grievances. Workload issues 

may be felt by the workers if appropriate distribution may reduce their stress and develop a 

grievance on the work free environment. However, there may be lack of mutual trust, which 

would build a strong relationship among the employees. They must have faith, which could be 

considered as a major area for having commitment in work. The management may also 

concentrate for providing basic facilities for their employees. Hence, this would decrease the 

engagement of employees with the organizational terms and grievances.  

 

Question 2 

How would you analyze the role of better management consistently while addressing 

employee grievances in hotel industry? 

In this research, the idea would be to restrain the procedure of employee grievances if there 

would be absence of satisfaction among them. Since the grievances are caused by the presence 

of treatment made by the employees, there may be an inability to authorize the company’s 

development by maintaining a proper code of conduct. As stated by the third manager, there are 

chances to address the role of better management in the hotel industry. Here, adapting the things 

may have a positive concern, but this may have rigid area on working with the fundamentals. 

Besides, expecting excellence may set an area, which would be unattainable while addressing the 

employee grievances. Thus, employee recognize the standards if they have an excellent service 
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among them. Competitiveness among the companies may ensure that responsibilities would 

focus if there may be psychological stress made in the company. However, the working 

environment plays an important area where development could lead to psychological attitude 

while working with the employees. Here, the presence of the safe environment makes a presence 

if there would be undue restrictions made because of motivation among the employees. 

 

Question 3 

What are the necessary recommendations need to be taken by the higher authorities for 

solving problems among the employees on major concerns? 

Here, the authority will take certain recommendations for solving the problems among the 

employees in the Hotel industry. The first thing would be to set a system, which would be 

efficient to develop grievances and complaints. Here, the organization should develop a system 

where the employees can launch their complaints and grievances. The company may develop 

organizational policies, which should assign the providers in search of a feedback to most 

employees. As intended by the first manager, human resource department makes a certain 

amount of work that makes a suitable and a confidential way to progress in a departmental area. 

The company also entertains an online survey program, which is safe and secure. It also 

increases the employee confidence while submitting the problems on inconvenience of 

management tactics.  

Besides, there may be a categorized way to restrain management ethics, which prioritizes the 

issues in a developmental cycle. Employees feel that addressing the complaints may 

acknowledge, decide and investigate on a certain act. It would be the prime responsibility where 

the organization perceives ethical ideas in development of lifecycle. If gatherings are done well, 

there may be a major problem, which would perceive company to act promisingly. Solving the 

ethics would be relevant if decisions work accordingly by solving the issues. Moreover, 

reviewing the outcomes would work effectively if the management would be liable to review the 

present situation. It also helps to understand the strategies that would be consistent for the small-

scale enterprises. 

 

                                                      **** Thank You**** 
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