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ABSTRACT 

The study investigates the grievance settlement process for poor interpersonal relationships at Mindanao State University – Buug (MSU-Buug), 

aligning it with Civil Service Commission Memorandum Circular No. 02, S. 2001. Employing a mixed-methods approach, the research utilizes case 

study and process-tracing methods to analyze seven grievance cases. Findings reveal a dual approach to settlement involving ad hoc committees and 

senior officials, influenced by cultural norms, particularly among Maranao parties. Procedures vary widely, from extensive dialogues to expedited 

resolutions, often achieving superficial outcomes to prevent escalation. Significant shortcomings include low awareness of established policies 

among committee members and aggrieved parties, contributing to procedural inconsistencies. While strengths include prompt action and flexibility, 

weaknesses in policy adherence hinder effectiveness, failing to foster harmony and productivity among the parties. The study emphasizes the need for 

policy awareness campaigns and procedural standardization to enhance grievance handling efficacy and organizational justice at MSU-Buug. Future 

research should further explore these dynamics to refine conflict resolution strategies and promote a supportive workplace environment. 
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1 INTRODUCTION                                                                     

This study proceeds from the basic premise that the grievance 

committee of Mindanao State University – Buug (MSU-Buug) in 

Zamboanga Sibugay performs a significant role in the implementa-

tion of Civil Service Commission Memorandum Circular No. 02, S. 

2001 dated January 26, 2001 otherwise known as “Revised Policies 

on the Settlement of Grievances in the Public Sector” aimed at  

settling grievances and performing responsibilities for the promo-

tion of harmony in the workplace and foster productivity of each 

member of the organization by providing basic policies with which 

government agencies must comply. These basic policies pertain to 

the constitution and composition of the grievance committees, their 

responsibilities, and the procedures for settling grievances.  

 

The paper describes and analyzes the grievance settlement process 

through the grievance machinery, emphasizing the constitution and 

composition of the grievance committee, their responsibilities, and 

the procedures for arriving at grievance settlements. On the belief 

that mere existence of grievance machinery will not assure the suc-

cessful handling of grievances and that certain characteristics 

should be present in the procedures for its success (Gamage and 

Hewagama, 2007), this paper also examines the elements and/or 

factors affecting the process of grievance settlement and the salient 

features that would be useful in describing the nature and process 

of grievance settlement. 

 

This is an exploratory study that uncovered how MSU-Buug griev-

ance machinery settled poor interpersonal relationship grievances. 

It is also descriptive because it provides facts about what MSU-

Buug grievance machinery is through a review and study of seven 

(7) cases involving poor interpersonal relations by utilizing the case 

study method, process-tracing procedure, questionnaires, inter-

views, and document review.  

 

Numerous factors in the workplace affect employee productivity, 

whether in the private or public sector. Among them are work-

related issues that give rise to employees’ dissatisfaction, known as 

grievances (Saeed et.al., 2013). Acknowledging this fact and to 

foster productivity of each member of the organization, the Civil 

Service Commission issued Memorandum Circular No. 02, S. 2001 

dated January 26, 2001 re: Revised Policies on the Settlement of 

Grievances in the Public Sector. The Mindanao State University-

Buug at Zamboanga Sibugay, a public higher educational institu-

tion, is among the recipients of MC No. 02, S. 2001. As such, it is 

mandated to settle grievances in accordance with the Revised Poli-

cies on the Settlement of Grievances in the Public Sector.  
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Conflict can occur at any time and place within a healthy organiza-

tion (Daft and Castro, 2017). As a government agency, MSU-Buug 

is not exempt from conflicts such as interpersonal disagreements. 

Being an organization of individuals with different behaviors, 

grievances are natural occurrences. When things like these happen, 

MSU Buug constitutes Ad Hoc Committees to resolve them, or the 

Office of the Vice Chancellor for Academic Affairs or Office of the 

Vice Chancellor for Administration and Finance with the Campus 

officials act to settle the same, or the Chancellor himself settles it.  

 

In order to describe and analyze the MSU-Buug grievance machin-

ery to settle poor interpersonal relations vis-à-vis the basic policies 

laid down in CM No. 02, s. 2001, the researcher studied how griev-

ances were settled, the constitution and composition of the griev-

ance committee, the procedure they practiced in settling poor inter-

personal relations grievances, the elements and/or factors affecting 

the process of grievance settlement, and the salient features that 

were useful in describing the nature and process of grievance set-

tlement in order to address the gap of limited empirical research on 

the extent of compliance with Civil Service Commission Memo-

randum Circular No. 02, s. 2001, specifically within the context of 

poor interpersonal relations grievance settlement practices at MSU-

Buug. This gap is critical because effective grievance resolution 

hinges on adherence to established policies and guidelines, which 

are designed to ensure fairness, transparency, and procedural con-

sistency. Understanding the degree of compliance with these stand-

ards is essential for evaluating the efficacy of MSU-Buug's griev-

ance machinery in promoting harmony and productivity in the 

workplace. 

1.1 Significance of the Study 

This study is significant to the MSU-Buug administration, in par-

ticular, and to all public administrators, in general. Its significance 

is justified for numbers of reasons. First, the outcome of the study 

is expected to provide the MSU-Buug administration with a basis 

for the constitution of a proactive grievance committee. Second, it 

will serve as a catalyst for the grievance committee members to 

develop their capabilities in grievance settlement. Third, it will call 

for the improvement of the procedure of the existing grievance 

machinery to conform to the Commission’s mandate. Fourth, the 

outcome of this study will definitely help the MSU-Buug Campus 

as it will serve as a valuable guide in improving its grievance ma-

chinery, thereby improving interpersonal relationships among em-

ployees and resulting in a more productive organization. Fifth, the 

outcome of the study may serve as a useful reference in understand-

ing and conceptualizing the settlement of grievances in the work-

place. As such, this study will serve as a guide to other researchers 

who will conduct similar research on grievance machinery in the 

public sector. As grievances can affect harmony in the workplace 

and the productivity of individual members in every organization, 

this study will serve as an eye-opener for other public administra-

tors to act in order to improve their own grievance machinery by 

complying with CSC CM No. 02, s. 2001. 

1.2  Statement of the Problem 

This study examines the resolution of problems or complaints at 

MSU-Buug, focusing on the processes undertaken by the grievance 

committee responsible for handling these issues. The researcher 

aims to investigate the factors influencing the outcomes of griev-

ance settlements and assess the alignment of these procedures with 

CSC CM No. 02, s. 2001 guidelines. Additionally, the study seeks 

to identify the strengths and weaknesses inherent in the current 

grievance resolution system. Finally, the researcher explores how 

enhancements to this system can contribute to fostering a more 

harmonious and productive environment within the campus com-

munity. 

1.3  Scope and Limitations of the Study 

A grievance is a sign of an employee’s discontentment with his/her 

job or his/her relationship with his/her colleagues, senior or juniors 

(Domzone, 2017). This study, however, describes and critically 

examines the settlement practices of the MSU-Buug grievance 

committee on poor interpersonal relationships only.  It focuses on 

the composition of the committee, the procedures involved in arriv-

ing at settlements of grievances, the elements and/or factors affect-

ing the process of grievance settlement, the salient features that 

describe the nature and process of grievance settlement, and the 

strengths and weaknesses of the MSU-Buug grievance machinery. 

 

Unfortunately, this study is fraught with limitations. First, there are 

only seven (7) grievance settlements involving poor interpersonal 

relationships investigated using the case study method and process 

tracing procedure thereby limiting the generalizability of the 

study’s conclusion. Second, there is limitation in measure validity 

due to the use of a non-validated and non-pilot tested questionnaire 

resulting into reduced validity and lower reliability. Third, the re-

search activity is bound by limits of time and space and thus was 

conducted under time constraints and within the researchers’ work-

place only. Nevertheless, through the application of the case study 

method, process-tracing procedure, interviews, questionnaires, and 

document review, the study provides a thorough understanding of 

the poor interpersonal relations grievance settlement process at 

MSU-Buug. By examining compliance with regulatory frameworks 

and identifying areas for improvement, the study intends to con-

tribute valuable insights for enhancing the effectiveness of the 

grievance machinery for fostering a harmonious and productive 

work environment within the organization. Also, the study presents 

a foundation for future research. 

 

2       RELATED LITERATURE 
Grievance resolutions in the Philippines are regulated by the Civil 

Service Commission (CSC) Memorandum Circular No. 02, issued 

in 2001, which underscores the importance of procedural equity, 

transparency, and prompt resolution of grievances within the public 

sphere (Civil Service Commission [CSC], 2001) to address work-

related issues in the Philippines’ public sector, promoting harmony 

and productivity while prohibiting legal counsel involvement. 

Along this line, empirical studies of grievance handling practices 

were reviewed to understand the grievance machinery.  

 

To know the importance of procedural equity in grievance settle-

ment, De Vera (2015) investigated the effectiveness of grievance 

mechanisms in local government units (LGUs), focusing on proce-

dural fairness, accessibility, and responsiveness to employee con-

cerns. He found that grievance mechanisms in LGUs are effective 

when procedural fairness is prioritized for trust and satisfaction, 

accessibility to the process is clear and easy and responsiveness is 

demonstrated through prompt addressing of grievances. His rec-

ommendations for improvement include transparency, clear com-

munication, and efficient handling of grievances. For him, these 

factors influence employee satisfaction, trust, and organizational 
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climate.  

 

Further, procedural equity and transparency were highlighted in the 

study conducted by Castillo and Ramos (2017). In their study, they 

explored the influence of distributive, procedural, and interactional 

justice on employee satisfaction and outcomes related to grievance 

resolution. The findings of the study revealed the following: (1) 

that employees perceived distributive justice, which refers to the 

fairness of outcomes and rewards, as significantly influencing their 

satisfaction with grievance resolution; (2) fair and equitable distri-

bution of outcomes following grievance resolution contributes posi-

tively to employee satisfaction; (3) that procedural justice, which 

pertains to the fairness of the procedures used in grievance han-

dling, is crucial; (4) employees who perceive procedural fairness 

are more likely to accept the outcomes of grievance resolution, 

even if they do not entirely agree with the decision; (5) interaction-

al justice, which focuses on the interpersonal treatment like respect 

and transparent communication during grievance handling,  en-

hances their satisfaction with the overall process; (6) that percep-

tions of distributive, procedural, and interactional justice collective-

ly influence employee morale, trust in the organization, and will-

ingness to engage in the grievance process; and (7) positive experi-

ences with grievance resolution can lead to improved organization-

al commitment and reduced turnover intentions among employees. 

Based on their findings, Castillo and Ramos recommended organi-

zations to enhance distributive justice by ensuring fair and trans-

parent outcomes, improve procedural justice through clear and 

consistent grievance procedures, and promote interactional justice 

by training grievance handlers in effective communication and 

empathy. 

Along with procedural equity and transparency requirements comes 

the lack of awareness or understanding of grievance policies among 

employees and management making the grievance settlement more 

challenging. In a study by Bautista and Santos in 2016, focused on 

the perception and comprehension of grievance policies within an 

organization, limited knowledge among both employees and man-

agement was revealed. The implications of this lack of awareness 

include under reported grievances due to uncertainty about proce-

dures, inconsistent handling of raised grievances, and potential 

reflections of broader issues in organizational communication and 

trust. Recommendations based on these findings involve improving 

communication and training on grievance policies, ensuring clarity 

in procedures, fostering openness and trust, and updating policies to 

align with best practices and legal requirements. 

In summary, when grievances are handed fairly, transparently, and 

promptly by following the grievance procedures outlined in the 

policy, employees are more likely to trust the system, feel satisfied 

with the outcome, and have positive view of the organization as a 

whole. It is essential for the organization to promote fairness, trans-

parency and awareness of grievance policies to create a positive 

and trusting work environment. 

3      METHODOLOGY 

3.1   Research Design 

This study aims to explore and analyze the grievance settlement 

process for poor interpersonal relationships at Mindanao State Uni-

versity – Buug (MSU-Buug) in Zamboanga Sibugay, focusing on 

its alignment with Civil Service Commission Memorandum Circu-

lar No. 02, S. 2001. This circular outlines policies for grievance 

resolution in the public sector, emphasizing the role of grievance 

settlements in promoting workplace harmony and productivity. The 

study utilizes a mixed-methods approach, combining qualitative 

and quantitative techniques to achieve its objectives. 

 

The methodology employs two primary research methods: the case 

study method and process-tracing procedure. These methods are 

chosen for their ability to provide in-depth insights into the griev-

ance settlement processes and to trace the procedures followed in 

specific cases of poor interpersonal relationships. Also, triangula-

tion was used as research strategy in the hope of enhancing the 

credibility and validity of findings by combining interview, survey 

and document review in view of the failure of the researcher to use 

validated and pilot-tested questionnaire. 

To examine and analyze the settlement practices of MSU-Buug 

grievance committee, case study method was employed. Seven 

cases of grievance settlements related to poor interpersonal rela-

tionships were studied by reviewing the minutes and special orders 

relevant to the cases under study. Data from case studies were ana-

lyzed qualitatively to describe the constitution and composition of 

the grievance committee, and the procedural steps involved in set-

tling poor interpersonal relationship grievances.  

To trace and understand the procedural steps followed in grievance 

settlement for poor interpersonal relationships at MSU-Buug, pro-

cess tracing procedure was employed. This method involves exam-

ination of the sequence of events and decisions made during griev-

ance handling through document review. Documents were reviewed 

to gather data on the chronological unfolding of poor interpersonal 

relationship grievance settlements and the adherence to procedural 

guidelines.  

3.2 Data Collection Instruments 

The data for this research was gathered through interviews, struc-

tured questionnaires, review of special orders, other pertinent doc-

uments and minutes of the poor interpersonal relationship grievance 

settlements. The interviews focus on understanding the settlement 

process, assessing compliance with policies, and gauging stake-

holder perspectives on grievance handling while the structured 

questionnaires were distributed to gather quantitative data on the 

grievance machinery’s compliance with CSC CM No. 02, S. 2001. 

These surveys are designed to elicit specific responses that can be 

quantitatively analyzed to measure adherence to procedural stand-

ards. The minutes of the poor interpersonal grievance settlements as 

well as other pertinent documents were reviewed, examined and 

summarized through narratives to gain insights and information 

relevant to the cases.  

 

3.3   Respondents 

The respondents in this research were the Chancellor, the grievance 
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committee members, and the aggrieved parties. The Chancellor 

provided insights into the composition and rationale behind the 

grievance committee constitution and composition. The grievance 

committee members, on the other hand, provided data necessary to 

identify the alignment or non-alignment of MSU-Buug poor inter-

personal relations grievance settlement with Civil Service Commis-

sion Memorandum Circular No. 02, S. 2001. Moreover, the ag-

grieved parties provided feedback on their experiences with the 

grievance machinery and the perceived impact of these experiences 

on their harmony and productivity. 

 

3.4   Data Gathering Procedure 

This study has for its coverage the grievance settlement of poor 

interpersonal relations of MSU-Buug Campus. As such, the re-

searcher sought the permission of the Chancellor and the issuance 

of a special order authorizing the conduct of the research, to gather 

the data needed and to access official records, special orders, 

minutes of the meetings and other pertinent documents which had a 

bearing on the study. Special Order No. 265-OC, s. 2017 was is-

sued signaling the start of data gathering through questionnaire, 

interview and document review.  Questionnaires were disseminated 

among the targeted respondents, ensuring uniformity and objectivi-

ty in responses. Interviews were conducted based on an interview 

guide to maintain consistency and focus on research objectives. 

Relevant documents such as special orders, minutes of the griev-

ance settlement and other documents pertaining to the poor inter-

personal relations grievance cases were reviewed and collated to 

construct narratives on the sequence of events and decisions made 

during the conduct of poor interpersonal relations grievance settle-

ments.  

 
3.5   Data Analysis 

The study employs quantitative analysis and qualitative analysis. 

Data from questionnaires are analyzed using simple frequency 

counts and percentages to assess compliance with CSC CM No. 02, 

S. 2001 while data from interviews and documents review were 

subjected to narrative thematic analysis. Instead of the traditional 

coding of isolated data segments, the researcher constructed narra-

tives of each of the seven (7) poor interpersonal relations grievance 

settlement in order to shed light on the procedural steps taken. Fish 

bone analysis was also employed to understand the conformance or 

non-conformance of the MSU-Buug grievance machinery with 

CSC CM No. 02, S. 2001.  

 

4 RESULTS AND DISCUSSIONS 
Grievances in MSU-Buug are settled either by a grievance commit-

tee constituted for the purpose or by the Chancellor, the Vice Chan-

cellor for Academic Affairs or the Vice Chancellor for Administra-

tion and Finance, with some MSU-Buug officials in attendance.   

 

As observed, in two (2) cases that occurred, a grievance committee 

was constituted for the purpose of settling the grievance at hand. 

Thereafter, grievances were settled by MSU-Buug officials, either 

by the Chancellor or any of the Vice Chancellors. It is further ob-

served that when one of the parties to the grievance is a Maranao, 

their culture and tradition interface in the conduct of settlement, 

thereby making the grievance machinery complex. 

 

In the settlement of grievances, the procedures adopted vary from 

one case to another. In the first case, a series of meetings were held 

until an amicable settlement was reached. Additionally, family 

members’ decision was given weight by the committee, and a dia-

logue was conducted. In the second case, the grievance was re-

solved on the same day as the investigation. The respondent was 

informed of the reason for the meeting and the grievance. The set-

tlement proceeded with a direct questioning technique in the ab-

sence of the aggrieved parties. Despite the absence of the aggrieved 

parties, the settlement yielded positive results. In the third case, 

since the parties to the grievance were Maranaos, the “katitimo” or 

meeting and “kapamangthuma” or sermon were employed. The 

grievance was addressed on the same day as the incident, prevent-

ing the problem from escalating into a “ridu” or clan war, but genu-

ine reconciliation was not achieved. In the fourth case, the settle-

ment began with a prayer and introductory advice. Both the 

grievant and respondent were given the opportunity to be heard as a 

technique for settling the problem, resulting in the reconciliation of 

the parties. Similar to the fourth case, due process was observed in 

the fifth case. Both parties were given the opportunity to speak and 

present their sides of the story, and witnesses were allowed to testi-

fy. However, the grievance was not successfully resolved as recon-

ciliation was not achieved. In the sixth case, the settlement began 

with introductory advice on the importance of marriage and family 

life. Afterwards, the aggrieved party was allowed to speak and the 

respondent to respond. However, reconciliation was unlikely. In the 

seventh case, since both parties involved were Maranaos, the “ka-

titimo” or meeting and “kapamangthuma” or sermon were em-

ployed again. Both parties were allowed to meet face to face in the 

hope of reconciliation, but the opposite result was achieved. There 

was no reconciliation. 

 

The elements and/or factors affecting grievance settlement in MSU-

Buug can be gleaned from all the cases studied. Reconciliation was 

not fully achieved due to the interface of culture and tradition in 

settling problems within MSU-Buug. The Maranao pride, or 

“maratabat” and the Maranao culture of kinship, together with the 

relationship of the conciliator to both parties, affected the conduct 

of settlement as well as the outcome. Additionally, superficial rec-

onciliation, just to avoid “ridu” did not result in genuine settlement. 

However, the most notable factor that affects grievance settlement 

in MSU-Buug which is evident in all of the cases, is MSU-Buug’s 

non-cognizance of the proper protocol in the settlement of griev-

ances. This means that neither the rank-and-file nor supervisory 

personnel on campus are familiar with the proper ways of settling 

grievances.  

 

To describe the nature and process of grievance settlement in MSU-

Buug, salient features serve as guides. In Case No. 1, the grievance 

committee was constituted upon receipt of a letter from the re-

spondent and not from the aggrieved party. In addition, the re-

spondent's willingness to swear on the Holy Qur’an and sign the 

Oath of Affirmation not to threaten the aggrieved party again are 

salient features of the settlement discovered in this case. In Case 

No. 2, the notable feature is that the grievance was between the 

students and the instructor communicated through the Director of 

Student Affairs. It is not a grievance per our definition, but by vir-

tue of a special order, it became one and was therefore cognizable 

by the grievance committee. In Case No. 3, the most notable feature 

in the settlement is the method used by the Chancellor of hearing 

each party separately without informing the other party of the alle-
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gations imputed upon them. Furthermore, the expeditious settle-

ment was not intended to reconcile the parties but rather to avoid 

“ridu.”" In Case No. 4, the notable feature is the improper channel 

and venue of the settlement. This is furthered by Case No. 5 and 

Case No. 6, where the grievant had no knowledge of where to file 

their complaints, and the conciliator had no cognizance of the prop-

er procedure for settling employee grievances. In Case No. 7, the 

settlement looked more of a family dispute resolution than a resolu-

tion of a grievance in the public sector. In all of the examined cases, 

the grievance settlements were not conducted in accordance with 

the Revised Policies in the Settlement of Grievances in the Public 

Sector, commonly known as Memorandum Circular No. 02, s. 2001 

or CSC MC No. 02, s. 2001. 

 

4.1 Analysis of MSU-Buug Grievance Machinery vis-à-

vis Memorandum Circular No. 02, s. 2001 
 

Considering the adoption of the Revised Policy on the Settlement 

of Grievances in the Public Sector, an analysis of MSU-Buug’s 

system for settling grievances with reference to the provisions of 

the aforementioned policy is had. The following tables will reveal 

whether or not MSU-Buug’s settlement practices are in conformity 

with the policy.  
 

4.1.1 Responses of the grievance committee members or per-

son/group of persons who resolved the grievance 

 
 
The table shows that in Case No. 1, Case No. 2, Case No. 4, Case No. 5, 

Case No. 6 and Case No. 7, 100% of the respondents said that there was 

grievance received before they acted upon it while in Case No. 3, 100% of 

the respondents said that there was no grievance received. 

 
The above table shows that in Cases Nos. 1, 2, 4, 5 and 6, 100% of the 

respondents said that the grievance was not settled by the immediate super-

visor or the next higher supervisor while in Cases Nos. 3 and 4, 100% of the 

respondents said that the grievance was resolved by the immediate supervi-

sor. 

 

 
The table above shows that in Cases Nos. 1 and 2, 100% of the respondents 

said that there was a committee constituted to act upon the grievance while 

in Cases Nos. 3,4,5,6, and 7, 100% of the respondents said that there was 

no committee constituted to act upon the grievance. 
 

 
The table shows that in Case No. 1 and Case No. 2, 100% of the respond-

ents said that the constitution of the grievance committee was based on their 

integrity, probity, sincerity, and credibility. in Cases No. 3,4,5,6, and 7, the 

question is not applicable since there was no grievance committee constitut-

ed to settle the grievance. 

 
The table above shows that 100% of the respondents, who are persons who 

settled the grievances in all cases under study, said that they were not aware 

of the Revised Policy in the Settlement of Grievances in the Public Sector. 

 

 
The table above shows that 100% of the respondents in all seven (7) cases 

stated that the grievance was addressed within ten (10) working days from 

the receipt of the grievance. 
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The table above shows that 100% of the respondents in all seven (7) cases 

said that a decision was made within five working days after the investiga-

tion. 

 

 
The table above shows that 100% of the respondents in Cases No. 1,2, 4,5,6 

and 7 said that there was a dialogue conducted between and among the 

parties involved, while 100% of the respondents in Case No. 3 said that 

there was no dialogue conducted. 
 

 
The above table shows that in Case No. 1, 100% of the respondents said 

that the grievance was not expeditiously resolved. However, in Cases No. 

2,3,4,5,6, and 7, 100% of the respondents said that the grievance was expe-

ditiously resolved. 
 
4.1.2  Responses of the aggrieved parties 

 
The above table shows that in Cases No. 1,2,4,5 and 6, 100% of the ag-

grieved parties said that they were aware that there is a grievance machin-

ery in MSU-Buug while in Cases No. 3 and 7, the aggrieved parties stated 

that they were not aware. 

 

 
The above table shows that in Cases 1, 3, 4 ,5, 6, and 7,  100% of the ag-

grieved parties did not know where to channel their grievances, while in 

Case No. 2, 100% of the aggrieved party knew. 

 

 
The above table shows that in Cases No. 1, 2, 3, 4, 6 and 7, 100% of the 

respondents were satisfied with the conduct done on their grievances. How-

ever, in Case No. 5, 100% of the respondent was not satisfied.  

 

 
The above table shows that in Case No. 1, 2, and 4, 100% of the respond-

ents said that the grievance machinery promoted harmony in MSU-Buug 

while in Case Nos. 3, 5, 6 and 7, 100% of the respondents said that the 

grievance machinery did not promote harmony in MSU-Buug.  
 

 
The above table shows that in Cases Nos. 1, 2, and 4, 100% of the respond-

ents said that the grievance machinery fosters productivity in MSU-Buug. 

However, in Cases Nos. 3, 5, 6 and 7, 100% of the respondents said that the 

grievance machinery did not foster productivity in MSU-Buug.  

 

4.2 Strengths 

Based on the findings, the following are the strengths of MSU-

Buug grievance machinery: settlements commence after receipt of 

the grievance; constitution of grievance committees is based on the 

members’ integrity, probity, sincerity, and credibility; grievances 

are addressed within ten (10) working days from the receipt of the 
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grievance; grievances are decided upon within five (5) working 

days after investigation; dialogues are conducted between and 

among the parties involved; and grievances are expeditiously re-

solved. 

 

4.3 Weaknesses  

As proven in this study, the weaknesses of MSU-Buug grievance 

machinery are as follows: grievances are not settled at the proper 

level; the Chancellor, Grievance Committee members, immediate 

supervisor/next higher supervisor, and aggrieved party are not 

aware of the Revised Policy in the Settlement of Grievances in the 

Public Sector; aggrieved parties do not know where to channel their 

grievances; and in the context of the aggrieved parties to poor in-

terpersonal relations grievance settlements, the grievance machin-

ery does not promote harmony and does not foster productivity in 

the workplace. 

 
 

 

Fig 1. Fishbone analysis showing the causes of MSU-Buug grievance ma-

chinery failure to promote harmony and foster productivity among 

members. 

5       CONCLUSION 

Based on the findings presented, the grievance machinery at MSU-

Buug reveals a complex landscape marked by varying approaches 

and outcomes in resolving grievances. The study underscores sev-

eral critical observations. Firstly, grievances at MSU-Buug are 

primarily settled either by specially constituted committees or by 

senior officials such as the Chancellor or Vice Chancellors, often 

with the involvement of MSU-Buug officials. This dual approach 

indicates a decentralized yet potentially inconsistent method of 

handling grievances. Secondly, cultural and traditional factors sig-

nificantly influence the grievance settlement process, particularly 

when one of the parties involved is Maranao. Practices such as 

"katitimo" (meeting) and "kapamangthuma" (sermon) are em-

ployed, highlighting the intersection of cultural norms with formal 

grievance procedures. Thirdly, the procedures adopted for griev-

ance settlement vary widely across cases, ranging from extensive 

dialogues and multiple meetings to expedited resolutions conducted 

on the same day as the incident. Despite efforts to resolve issues 

promptly, genuine reconciliation is not consistently achieved, 

which may lead to superficial outcomes aimed at averting larger 

conflicts rather than addressing underlying issues comprehensively. 

Moreover, a notable finding is the lack of awareness and adherence 

to established policies and guidelines, such as the Civil Service 

Memorandum Circular No. 02, s. 2001, among both grievance 

committee members and aggrieved parties. The aggrieved parties 

and the grievance committee members are not cognizant of the step 

by step process from the filing of the grievance at the lowest level 

possible to the opportunity to present the grievance step by step 

following the hierarchy of positions if not settled at the lowest level 

contributes significantly to procedural inconsistencies and under-

mines the effectiveness of the grievance resolution process. 

 

In conclusion, while MSU-Buug's grievance machinery demon-

strates strengths in prompt action and procedural flexibility, its 

weaknesses in policy awareness and procedural adherence hinder 

its ability to promote harmony and productivity effectively, per 

aggrieved parties’ context. In the context of the aggrieved parties, 

the grievance at MSU-Buug did not foster harmony and productivi-

ty in the workplace. This implies that the aggrieved parties experi-

enced dissatisfaction or unresolved issues that affected their percep-

tion of fairness or justice within the workplace and the grievance 

handling process or the resolution itself may have been perceived 

as inadequate, leading to continued discord or discontent among 

those involved. As a result, instead of resolving conflicts and pro-

moting a positive work environment, the grievance process at 

MSU-Buug failed to address underlying issues effectively. 

 

This conclusion underscores the paramount importance of adhering 

to established policies and practices to ensure fair and efficient 

resolution of grievances, thereby cultivating a work environment 

that promotes productivity and harmony among all stakeholders at 

MSU-Buug. It is also suggested that an information dissemination 

campaign regarding the Revised Policies in the Settlement of 

Grievances in the Public Sector be carried out among the MSU-

Buug community, along with proactive measures such as employee 

assemblies, "talakayan" sessions, counseling, and other related 

activities conducted at least once per quarter. Moreover, given the 

limited generalizability, diminished validity, and reduced reliability 

of the study due to the utilization of non-validated and non-pilot 

tested research instruments, as well as the emergence of gaps in 

policy compliance and awareness, cultural sensitivity, grievance 

handling, consistency and standardization, effectiveness of griev-

ance resolution, and educational interventions and capacity build-

ing, further investigations are warranted to gain a more profound 

insight into the dynamics and challenges within the MSU-Buug 

grievance mechanism in order to enhance organizational justice and 

conflict resolution practices in similar settings. 
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