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Local Worker Representation as a Catalyst 
for Effective Grievance Mechanisms: A 
collaborative case study of the Dindigul 
Agreement 
0DUHLNH�6WDQGRZ��1DQGLWD�6KLYDNXPDU��DQG�7KLY\D�5DNLQL

Abstract

Non-judicial grievance mechanisms are integral to corporate human rights due 
GLOLJHQFH�� \HW� WKH\�RIWHQ� IDLO� WR� IXOÀO� WKHLU�SURPLVH��7RR� IUHTXHQWO\�� JULHYDQFH�
mechanisms do not effectively serve the workers and communities they are 
designed to protect, despite their potential to drive life-changing improvements. 
This article examines how integrating local worker representation can create 
effective grievance mechanisms, using the Dindigul Agreement to End Gender-
Based Violence and Harassment as a case study. With a community-based trade 
union at its core, the Dindigul Agreement grievance mechanism functions as 
an equitable enforcement tool that strengthens company–community relations, 
promotes human rights, and provides a framework for preventing and remedying 
forced labour risks within supply chains. This article is meant to provide an 
instructive example of  how meaningful stakeholder engagement can act as a 
catalyst for more effective grievance mechanisms. Furthermore, it can serve as 
inspiration for practitioners and scholars seeking to confront forced labour and 
other systemic labour rights abuses by prioritising local voices and lived realities 
in the implementation of  due diligence obligations.

Keywords: due diligence, non-judicial grievance mechanisms, meaningful 
stakeholder engagement, remedy, unions

6XJJHVWHG� FLWDWLRQ��0�6WDQGRZ��1�6KLYDNXPDU�� DQG�7�5DNLQL�� ¶/RFDO�:RUNHU�
5HSUHVHQWDWLRQ�DV�D�&DWDO\VW�IRU�(IIHFWLYH�*ULHYDQFH�0HFKDQLVPV��$�FROODERUDWLYH�
case study of  the Dindigul Agreement’, $QWL�7UDIÀFNLQJ�5HYLHZ, issue 26, 2026, pp. 
136-158, https://doi.org/10.14197/atr.201226268

This is an open-access article distributed under the terms of  the Creative Commons Attribution License (CC-BY). Under the  
CC-BY license, the public is free to share, adapt, and make commercial use of  the work. Users must always give proper attribution to 
WKH�DXWKRUV�DQG�WKH�$QWL�7UDIÀFNLQJ�5HYLHZ�



M Standow, N Shivakumar, and T Rakini

137

Introduction 

Non-judicial grievance mechanisms are an integral part of  corporate human 
rights due diligence that feature in mandatory due diligence legislation, as well 
as in the United Nations *XLGLQJ�3ULQFLSOHV�RQ�%XVLQHVV�DQG�+XPDQ�5LJKWV (UNGPs) 
and the OECD *XLGHOLQHV�IRU�0XOWLQDWLRQDO�(QWHUSULVHV�RQ�5HVSRQVLEOH�%XVLQHVV�&RQGXFW 
(OECD Guidelines). Such mechanisms can be particularly important for forced 
labour cases, where the fear of  retaliation, economic dependence, or lack of  legal 
access can prevent victims from pursuing judicial remedies. Unfortunately, in many 
instances non-judicial grievance mechanisms fall short of  their potential. They 
remain nebulous,1 under-regulated by states,2 under-developed by corporations,3 
untransparent,4 and often fail to offer rights holders remediation.5 Scholarship 
often focuses on what grievance mechanisms VKRXOG do, rather than what they 
are actually doing;6 their role and effectiveness in delivering remedy for workers 
and communities remain under-researched.7 

In this article, we use the grievance mechanism of  the Dindigul Agreement to End 
Gender-Based Violence and Harassment (Dindigul Agreement or Agreement) 
as a case study to argue that the integration of  local worker representation can 
be one avenue to create more responsive and effective grievance mechanisms. 
The article draws its data and insights directly from the Tamil Nadu Textile and 
Common Labour Union (TTCU), the local trade union leading the on-the-ground 
implementation of  the Agreement. The data provides unique and practitioner-
driven insights into the implementation of  a local, context-sensitive, worker-driven 
grievance mechanism that has rarely been featured in academic literature before. 

1 B Grama, ‘Company-Administered Grievance Processes for External Stakeholders: 
$�0HDQV�IRU�(IIHFWLYH�5HPHG\��&RPPXQLW\�5HODWLRQV��RU�3ULYDWH�3RZHU"·��:LVFRQVLQ�
,QWHUQDWLRQDO�/DZ�-RXUQDO, vol. 39, no. 1, 2022, pp. 71–143.

2 L J Laplante, ‘The Wild West of  Company-Level Grievance Mechanisms: Drawing 
1RUPDWLYH�%RUGHUV�WR�3DWURO�WKH�3ULYDWL]DWLRQ�RI �+XPDQ�5LJKWV�5HPHGLHV·��+DUYDUG�
,QWHUQDWLRQDO�/DZ�-RXUQDO, vol. 64, no. 2, 2023, pp. 311–384.

3 KnowTheChain, $SSDUHO�DQG�)RRWZHDU�%HQFKPDUN�5HSRUW�����, Know the Chain, 2023.
4 J Harrison, M Wielga, and M Parejo, ‘In Search of  Effective Corporate Grievance 

Mechanisms: Can Mandatory Due Diligence Laws Be a Progressive Force?’, -RXUQDO�
RI �+XPDQ�5LJKWV�3UDFWLFH, vol. 16, issue 3, 2024, pp. 819–835, https://doi.org/10.1093/
jhuman/huae011.

5 J Harrison and M Wielga, ‘Grievance Mechanisms in Multi-Stakeholder Initiatives: 
3URYLGLQJ�(IIHFWLYH�5HPHG\�IRU�+XPDQ�5LJKWV�9LRODWLRQV"·��%XVLQHVV�DQG�+XPDQ�5LJKWV�
-RXUQDO, vol. 8, issue 1, 2023, pp. 43–65, https://doi.org/10.1017/bhj.2022.37.

6 Grama.
7 Harrison, Wielga and Parejo. See also K Lukas HW�DO., &RUSRUDWH�$FFRXQWDELOLW\��7KH�5ROH�

DQG�,PSDFW�RI �1RQ�-XGLFLDO�*ULHYDQFH�0HFKDQLVPV, Edward Elgar Publishing, Cheltenham, 
2016. 
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The data was collected using two methods: an extensive survey that TTCU 
participated in, and a discussion held by the authors of  this article on the key 
concepts embodied in the Dindigul Agreement grievance mechanism. One of  the 
authors is employed by TTCU and is thus directly involved in implementing the 
grievance mechanism. The intent is not to present an independent evaluation or 
performance review of  the Agreement’s grievance mechanism. Instead, we hope 
to contribute to the literature surrounding the interplay of  worker representation, 
community organising, and effective remedy, as well as inspire practitioners and 
scholars to engage with local trade unions and community representatives as they 
research and implement non-judicial grievance mechanisms.

The article proceeds as follows. The next section provides an overview of  literature 
regarding effective grievance mechanisms and the involvement of  unions in their 
implementation, followed by an introduction to the Dindigul Agreement. The 
article then focuses on the case study to present and discuss different elements 
of  the Dindigul Agreement’s grievance mechanisms. Finally, it outlines TTCU’s 
organising model to underscore the importance of  freedom of  association in the 
implementation of  the grievance mechanism and provides a brief  conclusion. 

Effective Grievance Mechanisms: Finding a needle in a 
haystack? 

Effective non-judicial grievance mechanisms can complement and even strengthen 
judicial remedies to form a more comprehensive and effective remedy ecosystem 
for workers and other rights holders in supply chains.8 This article focuses on 
non-state-based, non-judicial grievance mechanisms that are administered by a 
business enterprise alone or with stakeholders, an industry association or a multi-

8 8QLWHG�1DWLRQV�2IÀFH�RI � WKH�+LJK�&RPPLVVLRQHU� IRU�+XPDQ�5LJKWV� �2+&+5���
$FFHVV� WR�5HPHG\� IRU�%XVLQHVV�DQG�+XPDQ�5LJKWV��$Q�,QWHUSUHWLYH�*XLGH��2+&+5��������
Organisation for Economic Co-operation and Development (OECD), 2(&'�
*XLGHOLQHV�IRU�0XOWLQDWLRQDO�(QWHUSULVHV�RQ�5HVSRQVLEOH�%XVLQHVV�&RQGXFW, OECD Publishing, 
������.�%XKPDQQ�� ¶&RQIURQWLQJ�&KDOOHQJHV� WR� 6XEVWDQWLYH�5HPHG\� IRU�9LFWLPV��
2SSRUWXQLWLHV�IRU�2(&'�1DWLRQDO�&RQWDFW�3RLQWV�XQGHU�D�'XH�'LOLJHQFH�5HJLPH�
Involving Civil Liability’, %XVLQHVV� DQG�+XPDQ�5LJKWV� -RXUQDO, vol. 8, issue 3, 2023,  
pp. 403–426, https://doi.org/10.1017/bhj.2023.9; E Kocher and S Zajak,  
‘Die Selbstregulierung von Arbeits- und Sozialstandards in transnationalen 
:HUWVFK|SIXQJVNHWWHQ�²�5HFKWVVFKXW]� LQ� SULYDWHQ�%HVFKZHUGHYHUIDKUHQ"·��.ULWLVFKH�
-XVWL], vol. 50, issue 3, 2017, pp. 310–326, https://doi.org/10.5771/0023-4834-2017-
3-310; U Gläßer HW�DO., $X�HUJHULFKWOLFKH�%HVFKZHUGHPHFKDQLVPHQ�HQWODQJ�JOREDOHU�/LHIHUNHWWHQ��
(PSIHKOXQJHQ� I�U� GLH� ,QVWLWXWLRQDOLVLHUXQJ�� ,PSOHPHQWLHUXQJ� XQG�9HUIDKUHQVDXVJHVWDOWXQJ� ²�
)RUVFKXQJVEHULFKW, Europa Universität Viadrina Frankfurt (Oder), 2021; M Miller-
Dawkins, K Macdonald, and S D Marshall, %H\RQG�(IIHFWLYHQHVV�&ULWHULD��7KH�3RVVLELOLWLHV�
DQG�/LPLWV�RI �7UDQVQDWLRQDO�1RQ�-XGLFLDO�5HGUHVV�0HFKDQLVPV, Corporate Accountability 
5HVHDUFK�������
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stakeholder group as part of  a wider due diligence process within the context of 
corporate supply chains.9 

Grievance mechanisms are essential to human rights due diligence, as they are part 
of  the obligations outlined, LQWHU�DOLD, in the UNGPs and the OECD Guidelines. 
They enable business enterprises to identify adverse human rights impacts that 
they have caused or contributed to, and engage with affected stakeholders to 
develop effective risk mitigation strategies.10 However, many non-judicial grievance 
mechanisms also remain nebulous, under-theorised and ineffective,11 with private 
companies enjoying ‘full discretion in determining the designs, operations, and 
outcomes of  these company-level remedies, often below the radar and with little 
transparency, Wild West style’.12�$�VLJQLÀFDQW�QXPEHU�RI �FRPSODLQWV�ÀOHG�ZLWK�
grievance mechanisms do not result in a substantive remedy that is satisfactory 
to the claimants or their communities.13 Given that workers’ trust in grievance 
PHFKDQLVPV�LV�OLNHO\�LQÁXHQFHG�E\�WKH�RXWFRPHV�D�PHFKDQLVP�FDQ�SURYLGH��WKLV�
is an especially relevant observation that might explain the limited effectiveness 
of  some mechanisms.14 The 2023 $SSDUHO�	�)RRWZHDU�%HQFKPDUN�)LQGLQJV�5HSRUW 

9 8QLWHG�1DWLRQV�2IÀFH�RI �WKH�+LJK�&RPPLVVLRQHU�IRU�+XPDQ�5LJKWV��*XLGLQJ�3ULQFLSOHV�
RQ�%XVLQHVV�DQG�+XPDQ�5LJKWV��,PSOHPHQWLQJ�WKH�8QLWHG�1DWLRQV�́ 3URWHFW��5HVSHFW�DQG�5HPHG\µ�
)UDPHZRUN��2+&+5�������

10 2+&+5�� ������2(&'�� ������/XNDV� HW� DO���0�5RJJH�� ¶8QGHUVWDQGLQJ�8QLODWHUDO��
Bilateral, and Multilateral Approaches to Meaningful Stakeholder Engagement in the 
Design and Implementation of  Operational Grievance Mechanisms’, in K Buhmann 
HW�DO� (eds), 7KH�5RXWOHGJH�+DQGERRN�RQ�0HDQLQJIXO�6WDNHKROGHU�(QJDJHPHQW��5RXWOHGJH��������
B Choudhury (ed.), 7KH�81�*XLGLQJ�3ULQFLSOHV�RQ�%XVLQHVV�DQG�+XPDQ�5LJKWV��$�&RPPHQWDU\, 
Edward Elgar Publishing, 2023. 

11 *UDPD��5RJJH� 
12 /DSODQWH��S�������6HH�DOVR�5�0DKHU��'�0RQFLDUGLQL��DQG�6�%|KP��¶7RUQ�EHWZHHQ�/HJDO�

&ODLPLQJ�DQG�3ULYDWL]HG�5HPHG\��5LJKWV�0RELOL]DWLRQ�DJDLQVW�*ROG�0LQLQJ�LQ�&KLOH·��
%XVLQHVV�(WKLFV�4XDUWHUO\, vol. 31, issue 1, 2021, pp. 37–74, https://doi.org/10.1017/
beq.2019.49 and J Kaufman and K McDonnell, ‘Community-Driven Operational 
Grievance Mechanisms’, %XVLQHVV�DQG�+XPDQ�5LJKWV�-RXUQDO, vol. 1, issue 1, 2016, pp. 
127–132, https://doi.org/10.1017/bhj.2015.17. 

13 Harrison and Wielga; M Wielga and J Harrison, ‘Assessing the Effectiveness of  Non-
6WDWH�%DVHG�*ULHYDQFH�0HFKDQLVPV�LQ�3URYLGLQJ�$FFHVV�WR�5HPHG\�IRU�5LJKWVKROGHUV��
$�&DVH�6WXG\�RI �WKH�5RXQGWDEOH�RQ�6XVWDLQDEOH�3DOP�2LO·��%XVLQHVV�DQG�+XPDQ�5LJKWV�
-RXUQDO, vol. 6, issue 1, 2021, pp. 67–92, https://doi.org/10.1017/bhj.2020.33. See also 
A Afrizal HW�DO��� ¶8QHTXDO�$FFHVV�WR�-XVWLFH��$Q�(YDOXDWLRQ�RI �5632·V�&DSDFLW\� WR�
5HVROYH�3DOP�2LO�&RQÁLFWV�LQ�,QGRQHVLD·��$JULFXOWXUH�DQG�+XPDQ�9DOXHV, vol. 40, 2023, 
pp. 291–304, https://doi.org/10.1007/s10460-022-10360-z.

14 C Freeman and E de Haan, 8VLQJ�*ULHYDQFH�0HFKDQLVPV��$FFHVVLELOLW\��3UHGLFWDELOLW\��/HJLWLPDF\�
DQG�:RUNHUV·�&RPSODLQW�([SHULHQFHV�LQ�WKH�(OHFWURQLFV�6HFWRU��6202��&HQWUH�IRU�5HVHDUFK�
on Multinational Corporations), Amsterdam, 2014; M Scheltema, ‘Assessing the 
(IIHFWLYHQHVV�RI �5HPHG\�2XWFRPHV�RI �1RQ�-XGLFLDO�*ULHYDQFH�0HFKDQLVPV·��7KH�
'RYHQVFKPLGW�4XDUWHUO\, 2013, pp. 190–197.
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by KnowTheChain found that remedy was the lowest scoring theme across the 
benchmark, with a sector average score of  only 7/100.15 Merely 22 per cent of 
companies disclosed remedial outcomes for supply chain workers, which were in 
most cases limited to only RQH example of  an awarded remedy. Of  the assessed 
FRPSDQLHV��RQO\�RQH�UHSRUWHG�FKHFNLQJ�ZLWK�ZRUNHUV�ZKHWKHU�WKH\�ZHUH�VDWLVÀHG�
with the remediation provided.16�7KHVH�ÀQGLQJV�LOOXVWUDWH�D�SDWWHUQ�LQ�FRPSDQLHV·�
reporting and communication about grievance mechanisms: what they should 
do—provide remedy—is hardly referred to, and very little information, if  any, is 
provided on how they are actually being implemented on the ground.��

One way to address this issue is to see the effectiveness of  grievance mechanisms 
DQG�HIIHFWLYH�UHPHG\�DV�DQ�RQ�JRLQJ�DJHQGD��UDWKHU�WKDQ�MXVW�D�À[HG�QRUPDWLYH�
standard derived from legislation and soft law. A key question to ask is how 
grievance mechanisms can move away from being ‘concerned about the 
legitimation of  privatized remedy, the wielding of  corporate power, and the 
VWLÁLQJ�RI �DOWHUQDWLYH�IRUPV�RI �FRPPXQLW\�PRELOL]DWLRQ·18 towards an approach 
that is community-centred, empowering, and protective of  the human rights of 
workers and community members alike. 

Grievance mechanisms can be ‘as important for establishing a meaningful dialogue 
EHWZHHQ�FRPSDQLHV�DQG�ORFDO�FRPPXQLWLHV�DV�WKH\�DUH�IRU�DGGUHVVLQJ�VSHFLÀF�
grievances’.19 However, only 8 per cent of  analysed companies in the 2023 $SSDUHO�
	�)RRWZHDU�%HQFKPDUN�)LQGLQJV�5HSRUW mentioned that they had involved workers 
or worker unions in the design or performance of  their grievance mechanism.20 
Unions play an important role in preventing labour law violations from occurring, 
issues from escalating, and in the event of  any violations, they ensure that workers 
have access to remedies.21 Their role in grievance processes can be as advocates 
and representatives; if  unions are located where the grievances have occurred, they 

15 KnowTheChain. The KnowTheChain methodology is based on the UNGPs and 
covers policy commitments, due diligence, and remedy. The methodology uses the 
ILO core labour standards as a baseline. The methodology has been developed through 
consultation with a wide range of  stakeholders and a review of  other benchmarks, 
frameworks, and guidelines such as the OECD Due Diligence Guidance for 
5HVSRQVLEOH�%XVLQHVV�&RQGXFW��

16 KnowTheChain.
17 See also Grama. 
18 Grama. 
19 Choudhury.
20 KnowTheChain. 
21 A McQuade, *ULHYDQFH�0HFKDQLVPV��5HPHGLHV�DQG�7UDGHV�8QLRQV��$�'LVFXVVLRQ�'RFXPHQW, 

(WKLFDO�7UDGLQJ� ,QLWLDWLYH�� ������ KWWSV���ZZZ�HWKLFDOWUDGH�RUJ�VLWHV�GHIDXOW�ÀOHV�
shared_resources/grievance_mechanisms_remedies_and_trades_unions._eti._aidan_
PFTXDGH�BGHFB����BÀQDO�SGI�
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FDQ�RIIHU�LQYDOXDEOH�LQVLJKWV�ERWK�WR�WKH�SHUVRQV�ÀOLQJ�WKH�JULHYDQFHV�DQG�WKRVH�
administering the process.22 Therefore, companies should always be required to 
provide unions an active and prominent role in the design and implementation of 
grievance mechanisms.23�5HJUHWWDEO\��PDQ\�FRPSDQLHV�VWLOO�UHIXVH�WR�HQJDJH�ZLWK�
worker representation.24 This is unfortunate given that worker representation and 
FROOHFWLYH�EDUJDLQLQJ�VLJQLÀFDQWO\�LPSURYH�ZRUNLQJ�FRQGLWLRQV�LQ�WKH�VXSSO\�FKDLQ�25

However, it is important to recognise that in many countries not all trade unions 
DUH�FDSDEOH�RI �IXOÀOOLQJ�WKLV�UROH��)RU�H[DPSOH�� LQ�WKH�VWDWH�RI �7DPLO�1DGX�LQ�
India, most mainstream trade unions are part of  political parties, which can 
result in a balancing of  workers’ needs against party or electoral interests.26 Given 
this context, we believe that grassroots trade unions, community organisations, 
and worker collectives, both registered and unregistered, can be legitimate 
representatives of  workers’ interests. 

In the following section, we use a case study of  the Dindigul Agreement to show 
how grievance mechanisms can become effective tools for local workers and 
their representatives to provide their community with individualised, adaptive 
pathways to remediation. We furthermore argue that the involvement of  organised 
worker representation in the form of  unions or local community organisations 
can ensure that these grievance mechanisms are utilised to the fullest to improve 
the situation for workers and rightsholders on the ground. 

The Dindigul Agreement: An overview 

The Dindigul Agreement was signed in April 2022 to end gender-based violence 
and harassment (GBVH) at Eastman Exports factories in Dindigul, Tamil Nadu. 
The Agreement was the result of  the Justice for Jeyasre campaign. Jeyasre 

22 ,ELG. 
23 S Velluti, ‘Labour Standards in Global Garment Supply Chains and the Proposed EU 

Corporate Sustainability Due Diligence Directive’, (XURSHDQ�/DERXU�/DZ�-RXUQDO, vol. 
15, issue 4, 2024, pp. 822–850, https://doi.org/10.1177/20319525241239283.

24 See also S Marshall HW�DO�, 0DQGDWRU\�+XPDQ�5LJKWV�'XH�'LOLJHQFH��5LVNV�DQG�2SSRUWXQLWLHV�
IRU�:RUNHUV�DQG�8QLRQV��50,7�8QLYHUVLW\�%XVLQHVV�DQG�+XPDQ�5LJKWV�&HQWUH��7UDII/DE�
(5&��DQG�/DERXU��(TXDOLW\�DQG�+XPDQ�5LJKWV��/($+��5HVHDUFK�*URXS��0RQDVK�
Business School, 2023.

25 S Kuruvilla and C Li, ‘Freedom of  Association and Collective Bargaining in Global 
6XSSO\�&KDLQV��$�5HVHDUFK�$JHQGD·��-RXUQDO�RI �6XSSO\�&KDLQ�0DQDJHPHQW, vol. 57, issue 
2, 2021, pp. 43–57, https://doi.org/10.1111/jscm.12259.

26 .�.DOSDQD��¶'HIHQGLQJ�,QIRUPDO�:RUNHUV·�:HOIDUH�5LJKWV��7UDGH�8QLRQ�6WUXJJOHV�LQ�
Tamil Nadu’, *OREDO�/DERXU�-RXUQDO, vol. 10, issue 3, 2019, pp. 209–228, https://doi.
org/10.15173/glj.v10i3.3706.
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Kathiravel, a 21-year-old Dalit garment worker at a local facility, was murdered 
by her supervisor in January 2021, which led to global outcries for better 
protection from GBVH across the region and global supply chains.27 The Dindigul 
$JUHHPHQW� LV� WKH�ÀUVW�HQIRUFHDEOH�EUDQG�DJUHHPHQW� �(%$�� LQ�,QGLD�DQG�$VLD�
ZLWK�D�VSHFLÀF�IRFXV�RQ�DGGUHVVLQJ�JHQGHU�DQG�FDVWH�GLVFULPLQDWLRQ�DQG�YLROHQFH�
and most closely resembles the Lesotho Agreement.28 The Agreement fosters 
a cooperative remediation system involving workers, unions, and management 
WKURXJK�VWUXFWXUHG�DFWLYLWLHV�DQG�SUH�GHÀQHG�SURFHGXUDO�JXLGHOLQHV��7KH�FORVH�
involvement of  TTCU, a local community-based union, is a distinctive feature 
RI �WKH�$JUHHPHQW�WKDW�GLIIHUHQWLDWHV�LW�IURP�WKH�/HVRWKR�$JUHHPHQW��WKH�ÀUVW�
enforceable brand agreement to address gender-based violence in garment 
supply chains) and has been lauded as pioneering an entirely new approach to 
remediation.29

One key element of  the Dindigul Agreement is the establishment of  the Shop 
Floor Monitor (SFM) system. SFMs are workers that have completed peer 
HGXFDWRU�WUDLQLQJ�DQG�ZRUN�RQ�WKH�VKRS�ÁRRU�RI �WKH�IDFWRULHV�30 They are tasked 
with talking to all the workers on their line to monitor for issues and support 
workers who raise grievances. SFMs are provided with additional protections 
against retaliation under the Agreement and receive special training. In addition 
to the SFMs, there are three more reporting channels for grievances: contacting 
TTCU, the Dindigul Agreement staff, or the Internal Complaints Committees 
required under India’s 3UHYHQWLRQ� RI � 6H[XDO�+DUDVVPHQW� �326+��$FW (for cases 
LQYROYLQJ�*%9+�RQO\���$IWHU� D� FRPSODLQW� KDV� EHHQ� ÀOHG�� WKHUH� DUH� VHYHUDO�
remediation channels depending on the severity of  the reported issue. As a last 
resort, the Oversight Committee can trigger the enforcement of  outcomes vis-
à-vis the corporate partners of  the Agreement.
  
The outcomes of  the Dindigul Agreement grievance mechanism are impressive. 
An independent progress report by Cornell University found that DOO workers who 
were interviewed, including those who were not directly trained, were aware of  

27 Asia Floor Wage Alliance (AFWA), Tamil Nadu Textile and Common Labour Union 
�77&8���DQG�*OREDO�/DERU�-XVWLFH�,QWHUQDWLRQDO�/DERU�5LJKWV�)RUXP��*/-�,/5)���
'LQGLJXO�$JUHHPHQW��<HDU���3URJUHVV�5HSRUW, 2023, https://laborrights.org/sites/default/
ÀOHV�SXEOLFDWLRQV�',1',*8/���$*5((0(17���<($5�������
352*5(66���5(3257�������B��SGI�

28 -�)XGJH�DQG�*�/H%DURQ��¶5HJXODWRU\�'HVLJQ�DQG�,QWHUDFWLRQV�LQ�:RUNHU�'ULYHQ�6RFLDO�
5HVSRQVLELOLW\�,QLWLDWLYHV��7KH�'LQGLJXO�$JUHHPHQW·��,QWHUQDWLRQDO�/DERXU�5HYLHZ, vol. 
163, issue 4, 2024, pp. 575–598, https://doi.org/10.1111/ilr.12440.

29 ,ELG. 
30 $):$��77&8��DQG�*/-�,/5)�
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the grievance mechanism and how to access it.31 Furthermore, ‘workers express 
no hesitation in raising their grievances and believe that their grievances will be 
KDQGOHG�FRQÀGHQWLDOO\�DQG�ZLWKRXW�QHJDWLYH�FRQVHTXHQFHV·�32 The mechanism 
is also perceived as ‘equitable, with no discrimination based on caste, migration 
status, or other factors’.33 In 2022, 98 per cent of  the grievances raised were 
resolved.34 While most grievances were resolved within two weeks, 20 percent 
of  the cases were resolved within one day.35 

Learning from the Dindigul Agreement: Observations on 
effective grievance mechanisms 

This article employs a qualitative case study approach to examine the role of 
freedom of  association and meaningful stakeholder engagement in enhancing 
grievance mechanisms. The data was collected through document analysis and via 
an extensive survey answered by TTCU, which was drafted with the UNGP 31 
effectiveness criteria for grievance mechanisms as a baseline.36 The survey results 
served as the foundation for an in-depth discussion by the authors on key concepts 
of  effective grievance mechanisms to determine patterns, insights, and learnings 
from the Dindigul grievance mechanism. One of  the authors is employed by 
TTCU and is directly involved in implementing the grievance mechanism, which 
emphasises local perspectives and a participatory approach to research. However, 
it should be noted that some aspects of  the case study therefore potentially convey 
a subjective interpretation of  the Agreement’s implementation.

7KH�IROORZLQJ�VHFWLRQ�KLJKOLJKWV�WKH�JHQHUDO�ÀQGLQJV�RI �RXU�UHVHDUFK��7KH�¶/RFDO�
9RLFHV·� VHFWLRQV� VKRZFDVH� VSHFLÀF� FDVHV� DQG�RU� GLUHFW� TXRWHV� IURP�77&8�
representatives to provide examples of  the local implementation of  the grievance 
mechanism. 

31 P Jerrentrup and S Kuruvilla, 'LQGLJXO�$JUHHPHQW�WR�(OLPLQDWH�*HQGHU�%DVHG�9LROHQFH�DQG�
+DUDVVPHQW��<HDU���3URJUHVV�5HSRUW��*OREDO�/DERU�,QVWLWXWH��������KWWSV���DVLD�ÁRRUZDJH�
org/wp-content/uploads/2024/09/Dindigul-Year-2-Final-9-4-24-1.pdf.

32 ,ELG., p. 11. 
33 ,ELG�, p. 12. 
34 $):$��77&8��DQG�*/-�,/5)�
35 Jerrentrup and Kuruvilla.
36 2+&+5��������
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7UXVW�DQG�$FFRXQWDELOLW\�

,W�FDQ�EH�GLIÀFXOW� IRU�ZRUNHUV� WR� WUXVW�JULHYDQFH�PHFKDQLVPV��0DQ\�SHUFHLYH�
WKHP�DV�LPSHUVRQDO�ER[HV�RQ�ZDOOV�RU�IRUPV�WKDW�QHHG�WR�EH�ÀOOHG�LQ��7KH\�KDYH�
little belief  that a submitted complaint will be taken seriously.37 One of  the key 
learnings of  implementing the Dindigul Agreement grievance mechanism is 
that workers need to be convinced that a person involved in the process cares 
about their overall well-being. Workers’ trust in the grievance mechanism is 
cultivated by union representatives who understand that workplace issues cannot 
be separated from personal or community issues, something that has remained 
largely undiscussed in academia so far. Often, companies will ask claimants to 
categorise their claims to determine eligibility of  a grievance; these categories 
cover types of  harms that are linked exclusively to the workplace. However, such 
D�FDWHJRULVDWLRQ�FDQ�IHHO�VXSHUÀFLDO�WR�ZRUNHUV��77&8��DV�WKH�XQLRQ�SODFHG�DW�
the centre of  the worker communities and grievance mechanism, has ensured a 
home-community-workplace linkage strategy, which has resulted in an anonymous 
grievance mechanism that nonetheless feels personal and rights-based to claimants. 
All grievances can be raised to the SFMs or TTCU staff  present at the factories, 
without an immediate categorisation or waiving of  responsibilities if  the claim 
does not directly concern a workplace issue. 

Local Voices

,Q�RQH�YLOODJH��77&8�VXSSRUWHG�D�ZRUNHU��D�VLQJOH�PRWKHU�ZKR�ZDV�IDFLQJ�FKDOOHQJHV�ZLWK�
KHU�FKLOG·V�HGXFDWLRQ��7KH�VFKRRO�VWDUWHG�DW���$0��EXW�WKH�RQO\�SXEOLF�EXV�IURP�WKH�YLOODJH�WR�
WKH�VFKRRO�DUULYHG�DW������$0��6LQFH�WKH�FKLOG�FRXOG�QRW�DUULYH�DW�VFKRRO�RQ�WLPH��WKH\�IDFHG�
UHJXODU�SXQLVKPHQW�DQG�ZHUH�RQ�WKH�YHUJH�RI �GURSSLQJ�RXW�RI �VFKRRO��7KH�PRWKHU·V�IDFWRU\�EXV�
FDPH�DW���$0�DQG�GURSSHG�KHU�RII �DW���30��OHDYLQJ�KHU�XQDEOH�WR�DGGUHVV�WKH�VLWXDWLRQ�RQ�
D�GDLO\�EDVLV��$IWHU�EHLQJ�DVNHG�IRU�VXSSRUW��77&8�QHJRWLDWHG�ZLWK�WKH�VFKRRO��HQVXULQJ�WKH�
FKLOG�FRXOG�DUULYH�ODWH�ZLWKRXW�IDFLQJ�VKDPH�RU�UHSULPDQG�IURP�WKH�VFKRRO�PDQDJHPHQW��7KLV�
VPDOO�EXW�LPSDFWIXO�VROXWLRQ�GHPRQVWUDWHG�WR�RWKHU�ZRUNHUV�WKDW�77&8�JHQXLQHO\�XQGHUVWRRG�
WKHLU�GDLO\�VWUXJJOHV��7KDW�RQH�VXFFHVVIXO�LQWHUYHQWLRQ�LQVSLUHG�ÀYH�RWKHU�IDFWRU\�ZRUNHUV�LQ�WKH�
YLOODJH�WR�MRLQ�WKH�XQLRQ�DQG�EHFRPH�DFWLYH�PHPEHUV� 

TTCU’s independence from political parties, as well as their secured funding 
by members, also allows the union to prioritise workers’ needs and push back 
against violations without fear of  losing funding or political support. This 
results in TTCU being able to truly ensure accountability under the Dindigul 
Agreement vis-à-vis the supplier and even the buyer companies. As Fudge and 
LeBaron note, ‘A large part of  the distinctiveness and strength of  the Dindigul 
Agreement is the way that it layers different types and scales of  governance in 

37 Miller-Dawkins, Macdonald and Marshall. 
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a complementary manner.’38 What ultimately helped build accountability is that 
the mechanism combines formal power (the EBA and sourcing relationships) 
with cultural power (public accountability and community awareness as part of 
grievance handling) and organisational power (union oversight). These multiple 
layers of  accountability ensure that the grievance mechanism is not perceived as 
a ‘punishment mechanism’, but as a tool to create a culture where all grievances 
are taken seriously and where agreed-upon outcomes have a certain enforcement 
guarantee.
  
The Dindigul Agreement has also helped to change the power dynamics of 
decision-making processes in the factories by shifting them from a private, 
exclusionary approach to a public forum that allows for participation and 
transparency. Decisions affecting the factory or workers, including those 
originating in submitted grievances, are now discussed publicly, offering 
opportunities of  engagement for all workers. 

Local Voices

/HW�PH�WHOO�\RX�DERXW�WKH�QHHP�WUHH³LW·V�EHFRPH�D�SRZHUIXO�V\PERO�RI �DFFRXQWDELOLW\��$IWHU�
WKH�$JUHHPHQW� ZDV� VLJQHG�� VHQLRU�PDQDJHPHQW� LQVLVWHG� WKDW� FDVHV� LQYROYLQJ� WKHP³XQOLNH�
WKRVH�FRQFHUQLQJ�ORZ��RU�PLG�OHYHO�PDQDJHPHQW³KDG�WR�EH�GLVFXVVHG�EHKLQG�FORVHG�GRRUV��%XW�
77&8�LQVLVWHG�WKDW�HYHU\RQH�FRPHV�WRJHWKHU�XQGHU�WKH�QHHP�WUHH�RXWVLGH�WKH�IDFWRU\�EXLOGLQJ�IRU�
GLVFXVVLRQV�DERXW�RQ�JRLQJ�FDVHV��7KLV�SXEOLF�VSDFH�VHQGV�D�PHVVDJH�WKDW�MXVWLFH�VKRXOG�EH�HTXDO�
DQG�WUDQVSDUHQW��1RZ�WKDW�VHQLRU�PDQDJHPHQW�IDFHV�WKLV�SXEOLF�DFFRXQWDELOLW\��LW�KDV�KHOSHG�WR�
GULYH�VLJQLÀFDQW�FKDQJH³WKH\�GRQ·W�ZDQW�WR�EH�¶XQGHU�WKH�QHHP�WUHH·��

$ZDUHQHVV�DQG�%DUULHUV�RI �$FFHVV�

$FFHVVLELOLW\�DQG� WUXVW�DUH�GHHSO\� LQWHUWZLQHG��7KH�ÀUVW�VWHS��RI �FRXUVH��PXVW�
always be to create awareness of  a mechanism’s existence; however, only if  the 
mechanism is trusted to reduce and address actual barriers of  access and fear 
of  reprisals will this awareness lead to greater accessibility.39 TTCU’s outreach 
activities under the Dindigul Agreement have therefore been rooted in personal 
connections and creating community understanding of  the mechanism. 

Some measures proved more successful than others in building trust and 
encouraging workers to use the grievance mechanism. Worker-to-worker 
communication played an important role: when workers with successfully resolved 
issues shared their experiences in the villages and with co-workers, others took 
this into consideration. For example, when a worker received help with a sexual 
KDUDVVPHQW�FDVH��VKH�TXLHWO\�WROG�WKUHH�RWKHU�ZRUNHUV��ZKR�WKHQ�IHOW�FRQÀGHQW�WR�

38 Fudge and LeBaron. 
39 2+&+5��������
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come forward with their own issues at the workplace. Community-based outreach 
further strengthened trust, as holding meetings in workers’ villages—not just 
factories—ensured they felt safe to approach TTCU to discuss everything, from 
workplace harassment to community and family issues. Similarly, home visits 
proved critical, especially for more marginalised workers. In the privacy of  their 
homes, they could speak freely about sensitive issues. Home visits also ensured that 
women who could not attend public meetings could still access the mechanism, 
while family members learnt both about their rights more broadly and the 
PHFKDQLVP�VSHFLÀFDOO\��77&8·V�SUHVHQFH�DW�IDFWRULHV�GXULQJ�UHJXODU��SUHGLFWDEOH�
WLPHV�PHDQW�WKDW�ZRUNHUV�DOZD\V�NQHZ�ZKHUH�WR�ÀQG�WKHP��DOORZLQJ�IRU�TXLFN�
conversations during shift changes. These encounters not only provided simple, 
clear information about rights but also helped build recognition and familiarity. 
Finally, weekly union dialogues with factory management offered workers a 
consistent opportunity to attend, share experiences, and be part of  creating 
solutions, while also allowing smaller issues to be resolved before they escalated.

By contrast, some approaches were less effective. Formal-only approaches, such 
as one-time training sessions without follow-up, failed to build trust. Presentations 
about workers’ rights that relied on legalistic language did not connect with the 
realities of  workers’ daily lives and therefore did not resonate. Similarly, the work-
home dynamic created challenges: treating workplace issues as separate from 
GRPHVWLF�RU�FRPPXQLW\�LVVXHV�IHOW�DUWLÀFLDO�WR�ZRUNHUV��SDUWLFXODUO\�ZKHQ�FDVWH�
based discrimination or gender-based violence affected them across both domains.

Local Voices

7KH�NH\�GLIIHUHQFH�WR�RWKHU�PHFKDQLVPV�LV�WKDW�ZH�EXLOG�DZDUHQHVV�WKURXJK�UHODWLRQVKLSV�DQG�
SUDFWLFDO�SUREOHP�VROYLQJ��QRW�MXVW�LQIRUPDWLRQ�VKDULQJ��:RUNHUV�QHHG�WR�VHH�WKDW�ZH�XQGHUVWDQG�
DQG�FDQ�KHOS�ZLWK�WKHLU�UHDO�OLIH�FKDOOHQJHV�EHIRUH�WKH\�WUXVW�XV�ZLWK�PRUH�VHULRXV�ZRUNSODFH�
LVVXHV��:H�KDG�D�FDVH�RI �D�ZRUNHU�ZKR�ORVW�PRQH\�DW�WKH�ZRUNSODFH�WKDW�VKH�KDG�VDYHG�IRU�
KHU�FKLOGUHQ·V�VFKRRO�IHHV��,Q�D�WUDGLWLRQDO�JULHYDQFH�V\VWHP��WKLV�PLJKW�QRW�HYHQ�EH�FRQVLGHUHG�
D�ZRUNSODFH�LVVXH��%XW�OHW�PH�EUHDN�GRZQ�KRZ�ZH�KDQGOHG�LW�DQG�ZK\�LW�PDWWHUHG��ÀUVW��VKH�
ZDV�WRR�VFDUHG�WR�PDNH�D�IRUPDO�FRPSODLQW��WKLQNLQJ�VKH�ZRXOG�EH�EODPHG�IRU�FDUHOHVVQHVV��
:H�KHOSHG�KHU�GRFXPHQW�H[DFWO\�ZKHQ�DQG�ZKHUH�VKH� ODVW�KDG�WKH�PRQH\�DQG�ZRUNHG�ZLWK�
PDQDJHPHQW�WR�PDNH�DQ�DQQRXQFHPHQW�WKDW�WKH�&&79�IRRWDJH�ZLOO�EH�FKHFNHG��DQG�ZLWKLQ�
���PLQXWHV�WKH�PRQH\�ZDV�IRXQG�O\LQJ�FORVH�WR�KHU�SURGXFWLRQ�OLQH��$IWHU�WKLV�FDVH�ZDV�UHVROYHG��
D�IHZ�ZRPHQ�ZRUNHUV�IURP�KHU�DUHD�EHFDPH�PRUH�DFWLYH�LQ�WKH�XQLRQ��7KH\�VDZ�WKDW�ZH�WDNH�
HYHU\�ZRUNHU·V�SUREOHP�VHULRXVO\��QR�PDWWHU�KRZ�VPDOO��VWD\�ZLWK�DQ�LVVXH�XQWLO�LW�LV�UHVROYHG�
DQG�SURWHFW�ZRUNHUV�IURP�SRWHQWLDO�EODPH�RU�UHWDOLDWLRQ��

TTCU has also worked with the other stakeholders under the Agreement to ensure 
that the grievance mechanism addresses barriers of  access. For example, through 
the SFMs, it is possible for non-literate workers to submit complaints. There is 
also support for workers who speak other languages, especially Odia and Hindi. 
Additionally, grievances can be submitted to TTCU outside of  working hours.
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7KH�ULVN�RI �UHWDOLDWLRQ�LV�SDUWLFXODUO\�KHLJKWHQHG�ZKHQ�JULHYDQFHV�DUH�ÀOHG�DJDLQVW�
KLJKHU�UDQNLQJ�RIÀFLDOV� OLNH� KXPDQ� UHVRXUFHV� RU� SURGXFWLRQ�PDQDJHUV�� JLYHQ�
WKHLU�VLJQLÀFDQW�SRZHU�ZLWKLQ�WKH�IDFWRU\�KLHUDUFK\��7KHUHIRUH��D�NH\�VWUDWHJ\�LQ�
preventing retaliation is maintaining worker anonymity whenever possible. Unless 
SHUVRQDO�LQIRUPDWLRQ�LV�HVVHQWLDO�WR�DGGUHVV�D�VSHFLÀF�FDVH��ZRUNHU�LGHQWLWLHV�DUH�
SURWHFWHG�E\�77&8��,Q�RIÀFLDO�UHFRUGV�VKDUHG�ZLWK�WKH�RWKHU�VWDNHKROGHUV�RI �WKH�
'LQGLJXO�$JUHHPHQW��ZRUNHU�QDPHV�DQG�LGHQWLÀFDWLRQ�QXPEHUV�DUH�ZLWKKHOG³
this sensitive information is accessible only to TTCU, creating an additional layer 
of  protection that a community-based union is uniquely positioned to provide. 

Local Voices

$�SLYRWDO�HDUO\�WHVW�RI �WKH�$JUHHPHQW·V�DELOLW\�WR�SURWHFW�ZRUNHUV�IURP�UHWDOLDWLRQ�FDPH�VKRUWO\�
DIWHU�LW�ZDV�VLJQHG��ZKHQ�VHYHQ�ZRUNHUV�IDFHG�UHWDOLDWLRQ�IRU�DWWHQGLQJ�D�XQLRQ�PHHWLQJ��2Q�WKH�
QH[W�ZRUNLQJ�GD\��PDQDJHPHQW�KDG�DUELWUDULO\�WUDQVIHUUHG�WKHP�IURP�WKHLU�RULJLQDO�SURGXFWLRQ�
OLQHV�DQG�XQLWV³D�FODVVLF�IRUP�RI �ZRUNSODFH�UHWDOLDWLRQ��:H�LPPHGLDWHO\�HQJDJHG�GLUHFWO\�ZLWK�
VHQLRU�PDQDJHPHQW��UHVXOWLQJ�QRW�RQO\�LQ�WKH�ZRUNHUV·�UHLQVWDWHPHQW�WR�WKHLU�RULJLQDO�SRVLWLRQV�
EXW�DOVR�LQ�D�MRLQW�VWDWHPHQW�EHWZHHQ�XQLRQ�DQG�PDQDJHPHQW��7KLV�VWDWHPHQW��UHDG�WR�DOO�IDFWRU\�
ZRUNHUV�DQG�PDQDJHPHQW�� H[SOLFLWO\�DIÀUPHG�ZRUNHUV·�)UHHGRP�RI �$VVRFLDWLRQ� ULJKWV�DQG�
GHFODUHG�D�]HUR�WROHUDQFH�SROLF\�IRU�UHWDOLDWLRQ��7KH�LQFLGHQW�SURYHG�WUDQVIRUPDWLYH��%\�DGGUHVVLQJ�
UHWDOLDWLRQ�KHDG�RQ�DQG�VHFXULQJ�D�SXEOLF�FRPPLWPHQW�IURP�PDQDJHPHQW��ZLWK�D�MRLQW�VWDWHPHQW�
UHDG�LQ�7DPLO��2GLD��DQG�+LQGL�GXULQJ�ZRUN�KRXUV�WR�DOO�ZRUNHUV�E\�D�UHSUHVHQWDWLYH�IURP�
WKH�XQLRQ�DQG�WKH�PDQDJHPHQW��77&8�HVWDEOLVKHG�D�SRZHUIXO�SUHFHGHQW��6LQFH�WKHQ��LQVWDQFHV�
RI �UHWDOLDWLRQ�KDYH�VLJQLÀFDQWO\�GHFUHDVHG��SDUWLFXODUO\�IRU�ZRUNHUV�UDLVLQJ�LVVXHV�WKURXJK�XQLRQ�
FKDQQHOV��7KH�VXFFHVV�RI �WKLV�FDVH�GHPRQVWUDWHG�WKDW�ZLWK�VWURQJ�XQLRQ�SURWHFWLRQ��FOHDU�DJUHHPHQWV�
LQ�SODFH��DQG�UREXVW�FRQÀGHQWLDOLW\�PHDVXUHV��ZRUNHUV�FDQ�H[HUFLVH�WKHLU�ULJKWV�ZLWKRXW�IHDU�RI�
SXQLVKPHQW��,W�DOVR�KLJKOLJKWHG�WKH�LPSRUWDQFH�RI �DGGUHVVLQJ�UHWDOLDWLRQ�DWWHPSWV�LPPHGLDWHO\�
DQG�SXEOLFO\�WR�FUHDWH�ODVWLQJ�FXOWXUDO�FKDQJH�LQ�ZRUNSODFH�G\QDPLFV� 

Once workers see complaints being addressed effectively and fairly, it creates a 
positive ripple effect throughout the workplace. The visible success stories help 
break down initial hesitation or scepticism about the grievance process, as workers 
can see tangible evidence of  the mechanism delivering results. When workers 
share their experiences informally with colleagues, it creates organic awareness 
through peer networks, as workers often trust the experiences of  their peers 
more than formal communication. The combination of  visible and successful 
resolutions and peer validation creates a self-reinforcing cycle where increased 
trust leads to greater utilisation of  the mechanism, which in turn leads to more 
positive resolutions and further strengthens accessibility and awareness. 

&ODULW\�RQ�3URFHGXUHV�DQG�2XWFRPHV�
  
7KH�'LQGLJXO�$JUHHPHQW�<HDU���5HSRUW�DSSHQGL[�GHWDLOV�WKH�IRUPDO�JULHYDQFH�
policies and processes of  the mechanism, providing a template for handling 
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complaints based on severity.40 However, TTCU realised that the issues raised 
WKURXJK�WKH�PHFKDQLVP�DUH�GLYHUVH�DQG�FRPSOH[��UHTXLULQJ�ÁH[LEOH�DSSOLFDWLRQ�
of  these guidelines. The actual resolution process involves collaborative decision-
making between the different stakeholders of  the Agreement, who work together 
WR�GHWHUPLQH�DSSURSULDWH�UHVSRQVHV�EDVHG�RQ�HDFK�FDVH·V�VSHFLÀF�FRQWH[W�

There is also an adaptation to workers’ preferences for verbal communication over 
ZULWWHQ�SURFHGXUHV��5DWKHU�WKDQ�H[SHFWLQJ�ZRUNHUV�WR�QDYLJDWH�ZULWWHQ�SROLFLHV��
the system operates primarily through trusted intermediaries who are trained to 
communicate clearly and consistently about the procedure and outcomes of  the 
JULHYDQFH�PHFKDQLVP��7KH�6)0V�VHUYH�DV�WKH�ÀUVW�SRLQW�RI �FRQWDFW��H[SODLQLQJ�
processes and potential remedies in workers’ preferred language, whilst senior 
union leaders provide guidance on grievance procedures and potential outcomes. 
$�GHGLFDWHG�GRFXPHQWDWLRQ�RIÀFHU� NHHSV� GHWDLOHG�ZULWWHQ� UHFRUGV��ZKLFK� DUH�
reviewed by the Agreement’s oversight committee. This dual approach—verbal 
accessibility for workers combined with rigorous documentation for oversight—
creates a system that is worker-friendly, but nevertheless maintains standardised, 
and thus predictable, procedures. TTCU’s structured weekly presence and dialogue 
with management allows for a framework for swift grievance resolution, ensuring 
that all complaints are addressed in a timely manner. Even in more complex cases 
involving GBVH that require longer investigation periods or involvement of  the 
Agreement signatories, the system ensures immediate protective measures are 
implemented promptly. When serious complaints arise, support structures are 
activated, such as the transfer or suspension of  alleged perpetrators.

Workers are informed about potential remedial outcomes of  the mechanism 
through a system that prioritises verbal communication while maintaining robust 
documentation. The Dindigul Agreement categorises violations by severity, 
with categories 1–3 addressing sexual harassment under the POSH Act and 
Category 4 covering Freedom of  Association issues. This structured approach 
helps workers understand the severity of  different violations and the available 
remedial outcomes. Through regular training on the Dindigul Agreement and 
its remedial actions for different types of  grievances, workers can understand 
what to expect while having consistent access to trusted representatives who can 
explain outcomes in accessible terms. While workers are encouraged to express 
their desired outcomes freely, TTCU also plays an important role in managing 
H[SHFWDWLRQV� DQG� IDFLOLWDWLQJ� UHDOLVWLF� VROXWLRQV��7KH� IRFXV� UHPDLQV�RQ�ÀQGLQJ�
constructive solutions that address workers’ legitimate concerns while ensuring the 
mechanism’s practical sustainability and support from the factory management.

40 $):$��77&8��DQG�*/-�,/5)�
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5HJDUGLQJ� RXWFRPH� HQIRUFHPHQW�� WKHUH� DUH� FOHDU� HVFDODWLRQ� SDWKZD\V� LQ� WKH�
Agreement to handle potential resistance to implementation of  agreed-upon 
outcomes, including the involvement of  senior company management and the 
Agreement’s Oversight Committee.41�$V�D�ÀQDO�PHDVXUH��WKRXJK�QRW�\HW�UHTXLUHG�
so far, the Agreement includes the ultimate deterrent—brands potentially 
reconsidering their sourcing relationships if  supplier factories fail to implement 
agreed outcomes.42

$GGUHVVLQJ�3RZHU�,PEDODQFHV

A key challenge for grievance mechanisms is the inherent power imbalances 
between (potential) claimants and those administering the grievance mechanism, 
as well as the power imbalances inherent to the claim (e.g., complaining about a 
supervisor’s behaviour).43

TTCU believes that many critical workplace issues, particularly those involving 
verbal harassment and favouritism, would likely never be addressed without the 
Dindigul Agreement, as traditional human resources departments often dismiss 
these as minor concerns despite their serious impact on workers’ mental well-
being.

Local Voices

77&8� FRQIURQWHG� D� VXEWOH� EXW� SHUQLFLRXV� IRUP� RI � JHQGHU�EDVHG� KDUDVVPHQW� LQYROYLQJ� D�
PDQDJHU��ZKR�KDG�HVWDEOLVKHG�D�GLVFULPLQDWRU\�V\VWHP�ZKHUH�ZRUNHUV�ZKR�GLVSOD\HG�VXEPLVVLYH�
EHKDYLRXU�ZHUH�UHZDUGHG�ZLWK�SUHIHUUHG�MRE�DVVLJQPHQWV��:RUNHUV�ZKR�PDLQWDLQHG�SURIHVVLRQDO�
ERXQGDULHV�DQG�UHIXVHG�WR�HQJDJH�LQ�WKLV�LQDSSURSULDWH�G\QDPLF�IDFHG�SXQLVKPHQW�WKURXJK�FRQVWDQW�
UHDVVLJQPHQW�WR�GLIIHUHQW�UROHV��FUHDWLQJ�LQVWDELOLW\�DQG�VWUHVV�LQ�WKHLU�ZRUN�OLYHV��7KLV�FDVH�ZDV�
HVSHFLDOO\� LPSRUWDQW�EHFDXVH� LW� H[HPSOLÀHV�D� IRUP�RI �KDUDVVPHQW� WKDW� WUDGLWLRQDO� JULHYDQFH�
PHFKDQLVPV�RIWHQ�IDLO�WR�FDSWXUH�RU�DGGUHVV��7KH�EHKDYLRXU�ZDVQ·W�RYHUW�VH[XDO�KDUDVVPHQW�RU�
H[SOLFLW�DEXVH��EXW�UDWKHU�D�VRSKLVWLFDWHG�IRUP�RI �SRZHU�PDQLSXODWLRQ�WKDW�H[SORLWHG�JHQGHU�
G\QDPLFV��77&8·V�LQWHUYHQWLRQ�ZDV�WR�UHFRJQLVH�DQG�QDPH�WKLV�EHKDYLRXU�DV�D�IRUP�RI �JHQGHU�
EDVHG�KDUDVVPHQW��DGGUHVV�WKH�VXEWOH�SRZHU�G\QDPLFV�WKDW�RIWHQ�JR�XQFKDOOHQJHG�LQ�IDFWRU\�VHWWLQJV��
DQG�HVWDEOLVK�WKDW�PDLQWDLQLQJ�SURIHVVLRQDO�ERXQGDULHV�VKRXOGQ·W�UHVXOW�LQ�ZRUNSODFH�SXQLVKPHQW�

,Q�DQRWKHU�FDVH��D�ZRUNHU�UDLVHG�D�JULHYDQFH�WKDW�D�OLQH�OHDGHU�ZDV�VFROGLQJ�ZRUNHUV�IRU�EULQJLQJ�
XS�FRPSODLQWV��77&8�HQVXUHG�WKLV�ZDV�KDQGOHG�FRQVWUXFWLYHO\�E\�WKH�+XPDQ�5HVRXUFHV�PDQDJHU�
ZLWKRXW�FDXVLQJ�XQGXH�FRQÁLFW��7KH�OLQH� OHDGHU�ZDV�JLYHQ�DQ�RUDO�ZDUQLQJ�DQG�HGXFDWHG�RQ�

41 $):$��77&8��DQG�*/-�,/5)��6HH�DOVR�)XGJH�DQG�/H%DURQ��
42 $):$��77&8��DQG�*/-�,/5)�
43 Gläßer HW�DO��6HH�DOVR�)�+DLQHV�DQG�.�0DFGRQDOG��¶1RQMXGLFLDO�%XVLQHVV�5HJXODWLRQ�

DQG�&RPPXQLW\�$FFHVV�WR�5HPHG\·��5HJXODWLRQ�	�*RYHUQDQFH, vol. 14, issue 4, 2020, 
pp. 840–860, https://doi.org/10.1111/rego.12279.
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ZRUNSODFH�KDUDVVPHQW�SROLFLHV��VSHFLÀFDOO\�HPSKDVLVLQJ�WKH�SURKLELWLRQ�RI �YHUEDO�KDUDVVPHQW�
DQG�WKH�LPSRUWDQFH�RI �UHVSHFWIXO�FRPPXQLFDWLRQ��7KH�LQYROYHPHQW�RI �77&8��DORQJVLGH�WKH�
6)0V��SURYLGHG�ZRUNHUV�D�VDIH�DQG�DFFHVVLEOH�FKDQQHO�WR�YRLFH�WKHLU�FRQFHUQV�LQGHSHQGHQWO\�RI�
WKH�OLQH�OHDGHU�ZLWKRXW�IHDU�RI �UHWDOLDWLRQ��7KLV�EDODQFHG�WKH�LQKHUHQW�SRZHU�GLVSDULW\�EHWZHHQ�
ZRUNHUV�DQG�WKHLU�VXSHUYLVRU��DOORZLQJ�WKH�JULHYDQFH�WR�EH�KHDUG�DQG�DGGUHVVHG�

:KHQ�ZRUNHUV�DUH�GLVVDWLVÀHG�ZLWK�HLWKHU�WKH�SURFHGXUH�XVHG�WR�DGGUHVV�WKHLU�
grievance or the outcome of  a grievance handling process, they have access to 
several levels of  appeal through the Dindigul Agreement’s multi-tiered set-up. This 
results in workers not being dependent on one person or process to have their 
grievances addressed, thus reducing power imbalances or dependencies that might 
arise from TTCU’s central role in implementing the grievance mechanism. The 
ÀUVW�VWHS�DOORZV�ZRUNHUV�WR�EULQJ�WKHLU�FRQFHUQV�EDFN�WR�WKH�XQLRQ�PDQDJHPHQW�
dialogue, where the case can be reviewed and discussed with fresh perspectives. 
:RUNHUV� FDQ� DOVR� DSSURDFK�+XPDQ�5HVRXUFHV� GLUHFWO\�ZLWK� WKHLU� FRQFHUQV��
bypassing the union structure completely, or address their complaint to the 
Dindigul Agreement staff. Additionally, workers retain their full rights to pursue 
grievances through government-established processes and legal mechanisms. By 
providing multiple independent pathways for raising concerns, the system ensures 
that scepticism or concerns about any available channel, including TTCU, do not 
prevent workers from seeking support. This reduced workers’ dependence on a 
single entity or person to have their grievances addressed in an equitable manner. 

$FFHVV�WR�,QIRUPDWLRQ�

While workers technically have access to documentation and information about 
their grievances submitted at any time, the reality is that the mechanism under 
the Dindigul Agreement operates primarily through verbal communication 
DQG�UHODWLRQVKLSV��7KLV�UHÁHFWV�WKH�FXOWXUDO�FRQWH[W�DQG�ZRUNHUV·�FRPIRUW�OHYHOV�
with documentation. Most workers prefer to receive updates through direct 
conversations with their SFMs or union leaders during factory visits. Formal 
documentation and paper-based systems are still relatively new concepts for  
PDQ\�ZRUNHUV� LQ� 7DPLO�1DGX��ZKHUH�PRVW� HPSOR\HHV� DUH� ÀUVW�JHQHUDWLRQ� 
industrial workers with limited prior exposure to formal grievance processes. 
Historically, workplace interactions and dispute resolution in the Tamil Nadu 
garment industry have been rooted in trust-based relationships rather than 
formalised systems (even employment contracts in many garment factories 
continue to be based on verbal agreement). Written records and technology-based 
grievance systems remain secondary to these personal interactions. Many workers, 
SDUWLFXODUO\� WKRVH�ZLWK� OLPLWHG� OLWHUDF\� RU� GLJLWDO� DFFHVV�� ÀQG� GRFXPHQWDWLRQ�
unfamiliar or even intimidating. Instead, they rely on these informal yet structured 
networks of  communication, where grievances are tracked and followed up on 
through in-person conversations during factory visits, tea breaks, or at union 
meetings.
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This shows how grievance mechanisms need to adapt to local cultural contexts 
and worker preferences rather than imposing formalistic systems that might 
feel alien or intimidating to workers. However, this more informal system does 
carry the risk of  over-reliance on individual SFMs or union staff, which in turn 
might result in data being lost or not communicated consistently. TTCU tries 
to maintain a balance between formal documentation for accountability and the 
verbal, relationship-based communication that workers trust and prefer. The 
UROH�RI �WKH�GRFXPHQWDWLRQ�RIÀFHU�LV�DQ�LPSRUWDQW�DGGLWLRQ�WR�WKH�$JUHHPHQW��
ensuring that information is collected and stored centrally and can be used for 
independent assessment and the compilation of  the annual progress reports. The 
GRFXPHQWDWLRQ�RIÀFHU�DOVR�DVVLVWV�ZRUNHUV�LQ�ZULWLQJ�GRZQ�D�FRPSODLQW�ZKHQ�
they are uncomfortable doing so themselves.44

Local Voices 

77&8�SULRULWLVHV�FRPPXQLFDWLRQ�LQ�ZRUNHUV·�SUHIHUUHG�ODQJXDJHV�DQG�ORFDO�GLDOHFWV��PDNLQJ�
VXUH�XSGDWHV�DQG�LQIRUPDWLRQ�DUH�HDVLO\�XQGHUVWRRG��6RPHWLPHV��WKLV�PHDQV�H[SODLQLQJ�WKLQJV�
PXOWLSOH�WLPHV�RU�LQ�GLIIHUHQW�ZD\V�WR�HQVXUH�FODULW\��:H�KDYH�OHDUQW�WKDW�XVLQJ�UHODWDEOH�H[DPSOHV�
DQG�VLPSOH�WHUPV�LV�PRUH�HIIHFWLYH�WKDQ�IRUPDO�ODQJXDJH��:H�EHOLHYH�WKDW�WKH�VWUHQJWK�RI �RXU�
V\VWHP�OLHV�LQ�LWV�LQIRUPDOLW\�DQG�DFFHVVLELOLW\��:RUNHUV�GR�QRW�QHHG�WR�VFKHGXOH�IRUPDO�PHHWLQJV�
RU�ÀOH�SDSHUZRUN�WR�JHW�XSGDWHV³WKH\�FDQ�VLPSO\�VSHDN�WR�WKHLU�6)0V�GXULQJ�WKHLU�UHJXODU�
ZRUNGD\�RU�DSSURDFK�XQLRQ�OHDGHUV�GXULQJ�WKHLU�ZHHNO\�IDFWRU\�YLVLWV��7KLV�FRQVWDQW�DYDLODELOLW\�
RI �WUXVWHG�SRLQWV�RI �FRQWDFW�KHOSV�ZRUNHUV�IHHO�VXSSRUWHG�WKURXJKRXW�WKH�JULHYDQFH�SURFHVV.

+XPDQ�5LJKWV�FRPSDWLEOH�2XWFRPHV�DQG�(PSRZHUPHQW�

7KH�'LQGLJXO�$JUHHPHQW�JULHYDQFH�PHFKDQLVP�KDV�DGRSWHG�WKH�GHÀQLWLRQ�RI�
GBVH from ILO Convention 190 and integrated the requirements of  India’s 
POSH Act to safeguard employees from harassment and violence and thus aligns 
with prevalent human rights standards in the area of  GBVH.45

The Agreement furthermore takes a comprehensive approach to the evaluation 
of  grievance outcomes that goes beyond individual satisfaction to consider 
broader workplace and community impacts on human rights. While the claimant’s 
satisfaction with the resolution is important, the evaluation process applies a wider 
lens that considers multiple dimensions: the immediate needs and safety of  the 
affected worker, potential implications for the broader worker community, and 
the effectiveness of  outcome enforcement. This evaluation approach ensures that 
resolutions not only address individual grievances but also contribute to creating 
safer, more respectful workplace environments overall.

44 Jerrentrup and Kuruvilla.
45 ,ELG.
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The potential of  grievance mechanisms to advance human rights beyond an 
individual case has so far been rarely discussed in academia.46 The above-
mentioned home-community-workplace linkage strategy employed by TTCU has 
resulted in human rights violations being not just recognised and addressed in the 
workplace, but in the wider lives of  the workers at the production sites. Whilst 
we do not believe that this should be a (mandatory) assessment criterion for 
effectiveness of  a grievance mechanism, we nevertheless share this perspective. If 
grievance mechanisms can be ‘rights-advancing’ in addition to ‘right-compatible’, 
they could become powerful engines of  social transformation. 

Local Voices

2QH�RI �WKH�PRVW�SRZHUIXO�H[DPSOHV�RI �WKH�EURDGHU�LPSDFW�RI �WKH�JULHYDQFH�PHFKDQLVP�LV�LQ�
DGGUHVVLQJ�GRPHVWLF��JHQGHU�EDVHG�YLROHQFH��7KLV�ZDV�HYLGHQW�ZKHQ�D�ZRUNHU�IDFHG�YLROHQFH�DW�KRPH�
IURP�KHU�KXVEDQG��$Q�6)0�QRW�RQO\�KHOSHG�KHU�QDYLJDWH�WKH�OHJDO�V\VWHP�EXW�GHPRQVWUDWHG�WUXH�
VROLGDULW\�E\�VKDULQJ�KHU�ZRUNORDG�GXULQJ�KHU�FULVLV��:KHQ�KHU�KXVEDQG·V�EHKDYLRXU�WKUHDWHQHG�
WKH�ZRPDQ·V�MRE�VHFXULW\��WKH�6)0V�LQWHUYHQHG�ZLWK�PDQDJHPHQW�RQ�KHU�EHKDOI��KHOSHG�ÀOH�D�SROLFH�
FRPSODLQW��DQG�HQVXUHG�VKH�DQG�KHU�FKLOGUHQ�FRXOG�OLYH�LQ�WKHLU�KRXVH�ZLWKRXW�IDFLQJ�KDUDVVPHQW�

,Q�DQRWKHU�FDVH��ZKHQ�D�ZRUNHU�UHYHDOHG�VKH�ZDV�EHLQJ�GUXJJHG�DQG�UHSHDWHGO\�DVVDXOWHG�E\�KHU�
KXVEDQG��WKH�UHVSRQVH�DOVR�GHPRQVWUDWHG�KRZ�ZRUNSODFH�SURWHFWLRQV�FDQ�H[WHQG�LQWR�GRPHVWLF�
VSDFHV��$Q�6)0�PRELOLVHG� FRPSUHKHQVLYH� VXSSRUW³SURYLGLQJ� VKHOWHU� DW� WKH� XQLRQ� RIÀFH��
DUUDQJLQJ�OHJDO�VXSSRUW��FRRUGLQDWLQJ�FRXQVHOOLQJ�VHUYLFHV��DQG�ZRUNLQJ�ZLWK�IDFWRU\�PDQDJHPHQW�
WR�HQVXUH�VDIH�WUDQVSRUWDWLRQ��7KLV�DOORZHG�WKH�FODLPDQW�WR�FRQWLQXH�ZRUNLQJ��VKRZLQJ�KRZ�
ZRUNSODFH�VXSSRUW�V\VWHPV�FDQ�SURYLGH�FUXFLDO�DVVLVWDQFH�LQ�SHUVRQDO�FULVHV��

7KH�FRQÀGHQFH�JDLQHG�WKURXJK�WKH�JULHYDQFH�PHFKDQLVP�KDV�DOVR�HPSRZHUHG�ZRPHQ�WR�FKDOOHQJH�
EURDGHU�VRFLDO�GLVFULPLQDWLRQ��$IWHU�\HDUV�RI �EHLQJ�IRUFHG�WR�VLW�RQ�WKH�IDFWRU\�EXV�ÁRRU�EHFDXVH�
RI �KHU�FDVWH��D�'DOLW���ZRUNHU�VXFFHVVIXOO\�FKDOOHQJHG�WKLV�GLVFULPLQDWLRQ�ZLWK�XQLRQ�VXSSRUW��
HQVXULQJ�QR�RWKHU�'DOLW�ZRPDQ�ZRXOG�IDFH�VLPLODU�WUHDWPHQW�RQ�WKDW�URXWH��,Q�DQRWKHU�FDVH��D�
ZRUNHU�ZKR�KDG�EHHQ�EDUUHG�IURP�KHU�IDPLO\�WHPSOH�IRU�WHQ�\HDUV�DIWHU�PDUU\LQJ�DFURVV�FDVWH�OLQHV�
XVHG�KHU�NQRZOHGJH�DQG�FRQÀGHQFH�JDLQHG�DV�DQ�6)0�WR�VXFFHVVIXOO\�DSSHDO�WKLV�GLVFULPLQDWLRQ�
WKURXJK�OHJDO�FKDQQHOV�

:RPHQ�ZKR�KDYH�JDLQHG�FRQÀGHQFH�WKURXJK�WKH�6)0�V\VWHP�QRZ�DOVR�DSSURDFK�FRPPXQLW\�
OHDGHUV�ZLWK�WKH�VDPH�DVVXUDQFH�WKH\�VKRZ�RQ�WKH�IDFWRU\�ÁRRU��7KLV�ZDV�SRZHUIXOO\�GHPRQVWUDWHG�
LQ�RQH�UHPRWH�YLOODJH�IDFLQJ�VHYHUH�ZDWHU�VFDUFLW\��:RPHQ�ZRUNHUV��DOUHDG\�PDQDJLQJ�IDFWRU\�
ZRUN�DQG�KRXVHKROG�GXWLHV��XVHG�WKHLU�RUJDQLVLQJ�VNLOOV�WR�GHPDQG�FKDQJH�IURP�YLOODJH�DXWKRULWLHV�
UHJDUGLQJ�WKHLU�DFFHVVLELOLW\�WR�ZDWHU��:KHQ�LQLWLDO�GHPDQGV�ZHQW�XQKHDUG��WKH\�VWUDWHJLFDOO\�
WKUHDWHQHG�WR�HVFDODWH�WKH�LVVXH�WR�GLVWULFW�OHYHO�DXWKRULWLHV��7KH�ZDWHU�VXSSO\�LPSURYHG�ZLWKLQ�

46 For a discussion on how grievance mechanisms can lead to societal changes through 
the adoption of  a continuous system of  learning, see Gläßer HW�DO.

47 The lowest stratum of  castes in the Indian subcontinent.
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WZR�GD\V��WUDQVIRUPLQJ�WKHLU�GDLO\�OLYHV�DQG�UHLQIRUFLQJ�WKHLU�FROOHFWLYH�EDUJDLQLQJ�SRZHU� 

6\VWHPLF�/HDUQLQJ�DQG�,PSURYHPHQW

The union leaders at the factory maintain work diaries where they record feedback 
from workers who have used the grievance mechanism. This grassroots data 
collection happens naturally through their regular interactions with workers in 
YLOODJHV�DQG�DW�WKH�ZRUNSODFH��'XULQJ�ZHHNO\�VHVVLRQV�DW�WKH�XQLRQ�RIÀFH��WKHVH�
leaders bring their diaries and share the feedback they have collected. Additional 
insights are also gathered during regular village meetings, where workers often 
feel more comfortable speaking openly about their experiences with the grievance 
process.

As part of  its monitoring practices, TTCU systematically evaluates worker 
experiences with the grievance mechanism through regular check-ins. These 
assessments capture a range of  indicators, including the extent to which 
ZRUNHUV� IHOW� FRPIRUWDEOH�ÀOLQJ� FRPSODLQWV� DQG�ZKHWKHU� WKH\� XQGHUVWRRG� WKH�
procedural steps involved. Attention is also given to whether workers received 
WLPHO\�XSGDWHV�RQ�WKH�SURJUHVV�RI �WKHLU�FDVHV��DQG�ZKHWKHU�FRQÀGHQWLDOLW\�ZDV�
perceived as adequately protected. Monitoring further addresses potential negative 
consequences, such as experiences of  retaliation, alongside positive outcomes, 
such as levels of  satisfaction with the resolution. Finally, TTCU assesses workers’ 
willingness to use the mechanism again in the future and solicits suggestions for 
improvement. Together, these measures provide valuable feedback for ensuring 
that the mechanism remains both effective and trusted.

Local Voices

$Q�H[DPSOH�RI �KRZ�GDWD�DQG�H[SHULHQFHV�LQIRUP�LPSURYHPHQWV�WR�WKH�JULHYDQFH�PHFKDQLVP�
FRPHV�IURP�WKH�FDVH�RI �PLJUDQW�ZRUNHU�UHSUHVHQWDWLRQ��7KURXJK�UHJXODU�PRQLWRULQJ�DQG�IHHGEDFN��
LW�ZDV�GLVFRYHUHG�WKDW�WKH�6)0V�ZHUH�QRW�HIIHFWLYHO\�DEOH�WR�UHSUHVHQW�-KDUNKDQGL�$GLYDVL�� 
ZRUNHUV��FUHDWLQJ�D�JDS�LQ�WKH�JULHYDQFH�PHFKDQLVP·V�DFFHVVLELOLW\��7KLV�LQVLJKW�OHG�WR�D�VLJQLÀFDQW�
VWUXFWXUDO�FKDQJH��WKH�LPSOHPHQWDWLRQ�RI �D�PRUH�LQFOXVLYH�VHOHFWLRQ�SURFHVV�IRU�6)0V�HQVXULQJ�
UHSUHVHQWDWLRQ�IURP�HDFK�PLJUDQW�FRPPXQLW\��

6RFLDO�'LDORJXH�DQG�6WDNHKROGHU�(QJDJHPHQW�

Local Voices

6RFLDO�GLDORJXH�FDQ�EH�GLIÀFXOW��SDUWLFXODUO\�ZKHQ�HQJDJLQJ�ZLWK�WKH�ORFDO�PDQDJHPHQW�RI �WKH�
VXSSOLHU�IDFWRULHV�LQ�WKH�DIWHUPDWK�RI �VHQVLWLYH�DQG�LQWHQVH�FDPSDLJQV�RU�VHULRXV�KXPDQ�ULJKWV�
YLRODWLRQV��7KH�SURFHVV�RI �EXLOGLQJ�WUXVW�EHWZHHQ�QRQ�XQLRQLVHG�ZRUNHUV�DQG�WKH�XQLRQ��DQG�WKHQ�

48 Workers from an indigenous community from Jharkhand state.
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WKH�XQLRQ�DQG�WKH�IDFWRU\�PDQDJHPHQW��LV�JUDGXDO�EXW�IXQGDPHQWDO�WR�VXFFHVV��,QLWLDOO\��ZRUNHUV�
ZHUH�UHOXFWDQW�WR�YRLFH�WKHLU�FRQFHUQV�LQ�PHHWLQJV�ZLWK�PDQDJHPHQW��IHDULQJ�SRWHQWLDO�UHWDOLDWLRQ��
:H�EHJDQ�E\�RUJDQLVLQJ�VPDOO�JURXS�GLVFXVVLRQV�LQ�WKHLU�YLOODJHV��FUHDWLQJ�VDIHU�VSDFHV�ZKHUH�WKH\�
IHOW�FRPIRUWDEOH�VKDULQJ�WKHLU�WKRXJKWV��:H�WKHQ�WRRN�WKHVH�FRQFHUQV�WR�WKH�PDQDJHPHQW�ZLWKRXW�
VKDULQJ�WKH�QDPHV�DQG�GHWDLOV�RI �WKH�ZRUNHUV��:H�VROYHG�PDQ\�JULHYDQFHV�LQ�WKLV�PDQQHU��7KLV�
DSSURDFK�VWHDGLO\�EXLOW�WKHLU�FRQÀGHQFH�DQG�QRZ�PDQ\�ZRPHQ�ZKR�SUHYLRXVO\�UHPDLQHG�VLOHQW�
HYHQ�LQ�YLOODJH�OHYHO�VHWWLQJV�DFWLYHO\�SDUWLFLSDWH�LQ�IDFWRU\�QHJRWLDWLRQV�¶XQGHU�WKH�QHHP�WUHH·��
GLUHFWO\�HQJDJLQJ�ZLWK�WKH�PDQDJHPHQW��2QH�RI �WKH�PRVW�IDVFLQDWLQJ�DVSHFWV�RI �WKLV�ZRUN�LV�
REVHUYLQJ�KRZ�RXU�SHUVRQDO�EDFNJURXQGV�DQG�LQGLYLGXDO�FKDUDFWHUV�LQÁXHQFH�ZRUNSODFH�G\QDPLFV��
2XU�XSEULQJLQJ�DQG�GHHSO\�HPEHGGHG�SDWULDUFKDO�DWWLWXGHV�FUHDWH�SDWWHUQV�WKDW�UHVLVW�TXLFN�
FKDQJH��,QLWLDOO\��PDOH�VXSHUYLVRUV�IRXQG�LW�FKDOOHQJLQJ�WR�DFFHSW�IHHGEDFN�IURP�ZRPHQ�ZRUNHUV�
RU�XQLRQ�UHSUHVHQWDWLYHV��+RZHYHU��WKURXJK�VXVWDLQHG�GLDORJXH�DQG�DZDUHQHVV�VHVVLRQV��ZH·YH�
ZLWQHVVHG�VLJQLÀFDQW�DWWLWXGH�VKLIWV��ZLWK�VRPH�RI �WKHVH�VXSHUYLVRUV�QRZ�DFWLYHO\�VHHNLQJ�LQSXW�
IURP�ZRPHQ�ZRUNHUV�RQ�KRZ�WR�UXQ�WKHLU�XQLWV��6RPH�PDQDJHUV�XVHG�WR�WKLQN�'DOLW�ZRPHQ�
FRXOG�QRW�GR�DQ\�¶LQWHOOHFWXDO·�ZRUN�DURXQG�SODQQLQJ�SURGXFWLRQ��EXW�WKH�GLDORJXH�SURFHVV�PDGH�
WKHP�XQGHUVWDQG�WKH�GHSWK�RI �NQRZOHGJH�WKDW�'DOLW�ZRPHQ�KDYH�DERXW�UXQQLQJ�WKH�IDFWRU\��
DQG�WKLV�KDV�FKDOOHQJHG�VXSHUYLVRUV·�FDVWHLVW�DVVXPSWLRQV��

Clear communication with workers plays a vital role in all social dialogue processes, 
not just those relating to the grievance mechanism. Prioritising local dialect and 
simple, accessible language when engaging with workers ensures meaningful 
participation can occur as part of  the daily exchange between local management, 
the unions, and the workers. Maintaining the delicate balance between worker 
solidarity and constructive management dialogue also requires careful calibration. 
77&8�KDV�OHDUQW�WR�DGYRFDWH�ÀUPO\�IRU�LPSRUWDQW�LVVXHV�ZKLOH�DOZD\V�SULRULWLVLQJ�
a respectful approach towards the factory leadership. This balanced strategy has 
HQDEOHG�WKH�XQLRQ�WR�DFKLHYH�VLJQLÀFDQW� LPSURYHPHQWV� LQ�ZRUNLQJ�FRQGLWLRQV�
while preserving positive industrial relations with the local supplier. 

Local Voices

2XU�H[SHULHQFH�KDV�VKRZQ�WKDW�VRFLDO�GLDORJXH�PXVW�SULPDULO\�IXQFWLRQ�DV�D�ORFDO�SURFHVV�UDWKHU�
WKDQ�EHLQJ�VROHO\�WRS�GRZQ��7KH�'LQGLJXO�$JUHHPHQW�H[HPSOLÀHV�WKLV�DSSURDFK��SULRULWLVLQJ�ORFDO�
HQJDJHPHQW�ZKLOH�OLPLWLQJ�KLJKHU�OHYHO�SURFHVVHV�ZLWK�EUDQGV��VXSSOLHU�RZQHUV��DQG�LQWHUQDWLRQDO�
QRQ�JRYHUQPHQWDO�RUJDQLVDWLRQV�WR�TXDUWHUO\�UHYLHZV��7KLV�ORFDOO\�IRFXVHG�V\VWHP�SURYHV�ERWK�
PRUH�HIIHFWLYH�DQG�PRUH�HFRQRPLFDO�WKDQ�WRS�KHDY\�DOWHUQDWLYHV��&RPPXQLW\�EDVHG�WUDGH�XQLRQV�
XQGHUVWDQG�WKH�GDLO\�H[SHULHQFHV��FXOWXUDO�QXDQFHV��DQG�VSHFLÀF�FKDOOHQJHV�WKHLU�PHPEHUV�IDFH��7KH�
ZRUNSODFH�UHÁHFWV�RXU�VRFLHW\·V�FRPSOH[�VRFLDO�G\QDPLFV³FDVWH��FODVV��DQG�JHQGHU�KLHUDUFKLHV�DUH�
DOO�SUHVHQW�DQG�LPSDFW�KRZ�SHRSOH�LQWHUDFW�DQG�KRZ�SUREOHPV�DUH�DGGUHVVHG��&RPSDQLHV�PXVW�
EH�VHQVLWLYH�WR�WKHVH�LQWHUVHFWLQJ�LGHQWLWLHV�DQG�SRZHU�VWUXFWXUHV��)RU�LQVWDQFH��LQ�RXU�H[SHULHQFH��
D�ZRPDQ�ZRUNHU�IURP�D�PDUJLQDOLVHG�FDVWH�IDFHV�GLIIHUHQW�FKDOOHQJHV�WKDQ�RWKHUV�LQ�DFFHVVLQJ�D�
JULHYDQFH�PHFKDQLVP��DQG�WKHVH�QXDQFHV�PXVW�EH�XQGHUVWRRG�IRU�PHDQLQJIXO�GLDORJXH��6KH�PLJKW�
KHVLWDWH�WR�UHSRUW�KDUDVVPHQW�WR�D�JULHYDQFH�FRPPLWWHH�PHPEHU�ZKR�EHORQJV�WR�D�GRPLQDQW�FDVWH��
IHDULQJ�KHU�FRPSODLQW�ZRQ·W�EH�WDNHQ�VHULRXVO\�RU�PLJKW�EH�GLVPLVVHG��6KH�PLJKW�IDFH�DGGLWLRQDO�
LQWLPLGDWLRQ�LI �WKH�SHUSHWUDWRU�LV�IURP�D�GRPLQDQW�FDVWH��(YHQ�ZLWKLQ�ZRUNHU�JURXSV�RU�LQ�DQ�
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LQWHUDFWLRQ�ZLWK�D�+XPDQ�5HVRXUFHV�PDQDJHU��WKHVH�VRFLDO�G\QDPLFV�FDQ�DIIHFW�ZKR�VSHDNV�XS�
LQ�PHHWLQJV��ZKRVH�RSLQLRQV�DUH�YDOXHG��DQG�KRZ�SUREOHPV�DUH�SULRULWLVHG��

The Dindigul Agreement has created a meaningful bridge between workers and 
global buyer companies. First and foremost, workers now know which brands are 
sourcing from their factory, which is not very common in Tamil Nadu garment 
factories. This transparency is crucial because it fundamentally shifts power 
dynamics in the workplace. When workers know which brands they are producing 
for, and understand these brands’ commitments to ethical sourcing, they have 
VWURQJHU�OHYHUDJH�LQ�ZRUNSODFH�QHJRWLDWLRQV�DQG�JUHDWHU�FRQÀGHQFH�LQ�DVVHUWLQJ�
their labour and human rights. Through the grievance mechanism, workers know 
they have a channel to reach these global companies if  serious issues arise. This 
access is not just theoretical—workers understand the practical steps they can 
take to escalate issues when necessary. The mechanism creates a clear line of 
FRPPXQLFDWLRQ�WKDW�H[WHQGV�IURP�WKH�IDFWRU\�ÁRRU�WR�JOREDO�ERDUGURRPV��PDNLQJ�
workers feel less isolated and more connected to the broader supply chain.

Local Voices

6XVWDLQDEOH�FKDQJH�FRPHV�IURP�HPSRZHULQJ�ORFDO�DFWRUV��:KHQ�ZRUNHUV�DQG�ORFDO�PDQDJHPHQW�
GHYHORS�WKHLU�RZQ�VROXWLRQV��WKH\�DUH�PRUH�OLNHO\�WR�EH�HIIHFWLYH�DQG�ODVWLQJ��)RU�FRPSDQLHV�LQ�WKH�
*OREDO�1RUWK��WKLV�PHDQV�VKLIWLQJ�IURP�D�FRQWUROOLQJ�WR�D�VXSSRUWLQJ�UROH��7KHLU�UHVRXUFHV�DQG�
LQÁXHQFH�VKRXOG�VWUHQJWKHQ�ORFDO�FDSDFLW\�UDWKHU�WKDQ�UHSODFH�LW��7KLV�PLJKW�LQFOXGH�SURYLGLQJ�
WUDLQLQJ�UHTXHVWHG�E\�ORFDO�XQLRQV�DQG�VXSSOLHUV��VXSSRUWLQJ�GRFXPHQWDWLRQ�RI �ORFDO�EHVW�SUDFWLFHV��
RU�KHOSLQJ�FUHDWH�VSDFHV�IRU�ZRUNHU�PDQDJHPHQW�GLDORJXH�

The TTCU Organising Model as a Catalyst for an Effective 
Grievance Mechanism 

The positive track-record of  the Dindigul Agreement grievance mechanism is 
not just the result of  having formalised processes in place, and neither can the 
involvement of  any union or community organisation ensure these successes 
will be automatically replicated in another setting. TTCU’s model integrates 
grievance redressal into broader systems of  worker organisation, trust-building, 
and collective advocacy, which in turn can result in a mechanism that develops 
RUJDQLFDOO\� WR� IXOÀO�PDQ\� FULWHULD� IRU� JULHYDQFH�PHFKDQLVPV� IRXQG� LQ� GXH�
diligence legislation. Any union or organisation involved in a mechanism needs 
to face some scrutiny themselves, since they are not immune to reproducing the 
discrimination or dependencies prevalent in the supply chain and wider society. 
77&8·V�EDFNJURXQG�DQG�VWDQGLQJ�QHHGV�WR�EH�FRQVLGHUHG�ZKHQ�UHÁHFWLQJ�RQ�WKH�
implementation of  the grievance mechanism examined in this article. 

As mentioned above, the recognition of  the interconnections between the 
workers’ domestic, workplace and social realities is crucial to the success of  the 
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Dindigul Agreement grievance mechanism. Building legitimacy through a culture 
of  community care and engagement has proven essential to build awareness of 
and reliance on the mechanism. Ultimately, this integration has led not just to 
workplace improvements, but to a wider societal change regarding discrimination 
and GBVH across Tamil Nadu. TTCU’s decade-long presence in Dindigul has 
cultivated organic trust among workers, enabling the union to act as a credible 
and legitimate intermediary between workers and employers. TTCU’s emphasis 
on participatory dialogue ensures that grievance resolution is not a top-down 
bureaucratic process but a collaborative and evolving practice. The mechanism 
LV�HPEHGGHG�LQ�FRQWLQXRXV�OHDUQLQJ��XVLQJ�HDFK�FDVH�DV�DQ�RSSRUWXQLW\�WR�UHÀQH�
processes and build institutional capacity for addressing future challenges. Its 
funding through workers’ membership fees creates a sense of  ownership and 
accountability for workers, as well as an independence from external sources of 
funding. Additionally, since TTCU leadership comes directly from the garment 
worker community, they can ensure that they and their representatives share 
the lived experiences of  the workers they represent. This proximity encourages 
workers to engage with the union and the mechanism. It also means grievances 
DUH�DGGUHVVHG�LQ�ZD\V�WKDW�UHÁHFW�ZRUNHUV·�SULRULWLHV�DQG�WKHLU�UHDOLWLHV��UDWKHU�WKDQ�
EHLQJ�ÀOWHUHG�WKURXJK�H[WHUQDO�LQWHUPHGLDULHV��

Unlike many mainstream unions, TTCU is explicitly committed to gender and 
caste equity within its internal structures, promoting Dalit women into leadership 
roles and enforcing a zero-tolerance approach to discrimination. This not only 
UHÁHFWV� LQWHUQDO� DFFRXQWDELOLW\� EXW� DOVR� VLJQDOV� WR�ZRUNHUV�� SDUWLFXODUO\� WKRVH�
historically excluded from union spaces, that the grievance mechanism is designed 
to serve their needs fairly and transparently.

Conclusion 

TTCU’s organising model and their involvement in the implementation of  the 
Dindigul Agreement grievance mechanism can be viewed as agenda-setting,49 
where the grievance mechanism represents an equitable enforcement tool that 
is backed by the local supplier company and achieves tangible and positive 
outcomes for workers and their wider community. The Agreement also showcases 
how grievance mechanisms can foster company-community relations, acting as 
DQ�HQJDJHPHQW�WRRO��D�PHDQV�RI �FRQÁLFW�PDQDJHPHQW��DQG�SDUW�RI �FRPSDQ\²
community agreement-making50 that can serve as an example of  how to implement 
meaningful stakeholder engagement in the supply chain. Indeed, ‘the Dindigul 
Agreement is […] capable of  meeting the labour rights requirements of  the most 

49 Grama. 
50 Marshall HW�DO. 
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UREXVW�0+5''�ODZV·51 and thus provides an intriguing case study not just for 
scholarly debate, but also for corporate practice and advocates for more effective 
remedial justice in supply chains.

In and of  itself, the involvement of  worker representation does not resolve all 
challenges experienced in the process of  designing and implementing grievance 
mechanisms, nor do we wish to present the Dindigul Agreement grievance 
PHFKDQLVP�DV�RQH�ZLWKRXW�ÁDZV��2XU�DQDO\VLV�LV�PHDQW�WR�KLJKOLJKW�KRZ�JULHYDQFH�
mechanisms operate in local realities and how our understanding of  them can 
be deepened by carefully studying the cultural and local contexts they operate in, 
and most importantly, the outcomes they produce for workers.52

Creating an environment where workers feel safe enough to use a mechanism, 
where local factory management sees value in supporting it, and everyone 
WUXVWV� WKDW� LW�ZLOO� EH� IDLU� DQG� HIIHFWLYH� VHHPV� D� GDXQWLQJO\� GLIÀFXOW� WDVN��1R�
such mechanism can be created out of  a vacuum and be perfect at inception. 
Implementing a grievance mechanism is an iterative process;53 simply copying 
written policies or procedures cannot replicate an effective mechanism, even 
though such an action can indeed provide a mechanism with a strong basis. We 
argue that having a local community organisation or union involved at the heart 
of  the mechanism can also provide a stable foundation from where the grievance 
mechanism can grow and evolve with the agenda of  providing effective remedial 
outcomes and fostering company-community relationships.

One important contribution that companies can make to strengthen the impact 
of  grievance mechanisms and their outcomes is to establish long-term sourcing 
relationships with local suppliers. Without them, suppliers have little incentive to 
make or maintain improvements in working conditions or maintain an effective 
grievance mechanism.

Creating effective grievance mechanisms can be challenging, but this should 
not lead to neglecting their potential both as a driver and a source of  societal 
transformation and human rights activism. We hope that this article provides an 
instructive example of  how stakeholder engagement can be a catalyst for effective 
grievance mechanisms and serve as inspiration for scholars and practitioners to 
prioritise local voices and realities. 

51 Fudge and LeBaron. 
52 See also Harrison and Wielga. 
53 See also Gläßer HW�DO.
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