
Grievance procedure

This procedure aims to establish a fair and firm approach on handling individual complaints regarding 
work, as well as to be a useful and valid tool for the cases which require the implementation of a 
formal complaint handling methodology.

The scope of its application regards all the Hotel employees from the initial work agreement including 
the undertaking of their job duties and responsibilities until their last day working at the hotel. 

Complaints in the workplace arise from various causes like, health and safety in the workplace, 
promotions, raise of salary or other salary related issues, issues deriving from the treatment of an 
employee from the supervisor, or behaviors of other employees or hotel guests, weekly working 
schedules, heavy load of work, processing of personal data and respect of privacy etc.

Permanent feature of MUSKITA HOTELS LTD philosophy is to provide on a daily basis a fair and coequal 
environment where each employee respects each other’s diversity and has the right to express their 
opinion, thoughts and complaints without any concern that this might affect their future in this 
company.

To maintain that, the hotel not only has written policies in place which are abided by without 
exception, but also adopted procedures and values which preserve the hotel’s philosophy through-
out the years.

1. Staff/ Employees opinion survey.
2. New Employees induction procedures.
3. On-going feedback on regular basis.
4. Exit Interview.
5. Evaluations and appraisals.

Following these, the company aims to prevent unpleasant situations and create a work environment 
in which any complaint can be detected and each HOD / supervisor to have the access and tools to 
provide effective assistance / solutions.

Please find below the hotel’s complaint handling procedure:

1) Firstly, I try to discuss the issue directly with the person(s) involved. I will only proceed to that 
on the cases that I do not feel threatened in any way by approaching them and trying to solve 
the issue.
Sometimes the relationship history of the people involved allows them to resolve the problem 
with out the help of third parties.

2) If for any reason, I do not feel confident / comfortable to handle the problem and contact the 
involved person(s) directly, I need to contact my immediate supervisor and inform them for 
the situation.
Then the supervisor will evaluate the case, will explain the handling complaints procedure and 
will decide whether he/she can handle the case or will proceed to discuss the issue with the 
HOD, the HR Manager or the Executive Director.



3) Sometimes, a less formal (procedure) can be used. The supervisor might discuss the problem 
with the person who caused it or will arrange a meeting between him, and the people involved 
and guide them to discuss and resolve the issue in a civil and good faith approach.

4) The issue’s first evaluation from the supervisor has a huge impact on handling correctly a case 
and finding a fair solution. The company suggests that the supervisor informs the HR 
Department as soon as the complaint comes to their attention. In that case the HR 
Department will (evaluate) all the information provided and will act accordingly. Consultancy, 
disciplinary measures, or even termination of an employee after discussion with executive 
director. Any decision made is always announced to the involved employee/s.

5) If, for any reason, the employee who complained is not happy with outcome, they can contact 
directly the executive director (General Manager).

Notes:

The company supports the fair and appropriate treatment of all employees, with act exceptions.

Because of that, the presence of a person is accepted and encouraged. In cases needed (depends on 
the kind of complaint) the hotel might inform according to legislation.


