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ABSTRACT

mporiar@ ol hand inq O eva.ce of empoyees r. organ zanofs rs

ind spltaby eslablished by numerous schoars llaving de.lified this

importance, orsanizalo.s are l.creasingly concenlEting on hafd ing

grievances systemalca y and propery However ln order to handle

g evances slccessflily. certai. characiersiics should be presented in the

procedures ol handlns srevances The presenl stldy ams to evalate ihe

efieciveness oI grievance ha.dl.9 proedures oi severa Sr Larkan

domesilc banks with a speca relerence lo ba.ks in Trncomaee dsltci by

employ ng fve eslab shed characterislics of an eifectile grievance hand ing

procedure namelvi a) perceived tairness b) prcmptness. c) simp cily afd d)

accepiab iiy. e) Hafdiig stye ln determlning lhe efiectiveness of GHP the

presenl stldy ams lo iind ou110 whal extenl the GllPs of banks provde

proceduralfa rness to its emp oyees, ma nta.i.g the promptness in hand ng

the grevances erlsl the smpiclly accepled by a and the grevance

handling siye oi slpetosor adopled n the GHPs.Four popLar and man

banks in Si Lanka, two prvate seclor banks and \4o plbLc sector banks

were chosen lorlhe srudy Dala were galhered through inleNiews, slructuied

questio.naires. and organizaiional documenls Foor branch managers ard

Area manasers oi lhe folr banks and 100 bankinq asslstance .cluding

'clericalslaffs and office assistancewere employed iorgalherlng inlomallon

-ronqr or e q'or 
'dco-d lrrr l-- p iva'4 oc;t ao a e lv'

cha€cterisucs or an efi6dve s.ieva;ce hafd ins &oced!r; evaluated in lhe

I d/ 5p;!rl dl ,, e.er " e D._{ P I \p i€le bdr t I, 1{r.o.:_' er<.e
grevance procedure it has high mean valle th3ft oifrer tlvo state owned

banks, whlch d d noi have any crtera of eilectveness as lhal mLch it was

stldled nlhe prvale seclor banks Moreover the ii.dings ascribed that the

cHPs have hoderate leveloftairness p.ompiness and moderaley accepled

bv empoyees exisi ihe pocedural slmpli.ty mean whie lhe adopied

qrievance handlns slye of superv so. is nol bad.
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