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Section one

Review emerging developments to inform approaches to employee voice and engagement (AC 1.1)
Aylott (2022) defines employee voice as the way employees communicate their opinions to their employers which influence workplace decisions creating an engaged workforce aiding in creating a positive employee relationship.   
Employers benefit from effective employee voice as it promotes employee trust, innovation, productivity, and organisational development and is vital in developing inclusive workplaces (Peters, 2022).  According to Powell (2023) your employees are your most valuable asset but can also be your biggest expense as the employees who add the most value to your organisation are likely to cost you the most if they are disengaged.  
Since the pandemic, attitudes regarding flexible working have changed substantially, which has had a considerable impact on workplace procedures.  Some may argue that the desired effect was no longer being achieved by printed newsletters, corporate emails etc however their demise was expedited by the events of 2020 (Terry, 2021).  A huge shift towards digital channels are fast becoming the norm to enable companies to effectively communicate with their employees, regardless of location, in the form of virtual events and employee apps (Terry, 2021).  This has also brought a strong focus to employee wellbeing to enable us to create a culture and a compassionate organisation where each employee feels valued and part of a team (Terry, 2021).  Video conferencing is one of many technologies which can be utilised to enhance productivity, minimise isolation and create a collaborative space (Creative, 2022).
Furthermore, by providing employees with a voice, we are able to build a positive ‘psychological contract’ which refers to the concept of how an employer and employee both view an individual's expectations, goals, and obligations. (Taylor and Woodhams, 2022 p.4).  By promoting employees to ‘speak up’ we are able to create a culture of open communication, supported by a well-defined method for dealing with issues which will help limit the risk of misconduct and illegalities, while also ensuring that concerns are addressed swiftly and effectively (Suff, 2022).

[bookmark: _Hlk135688012]Differentiate between employee involvement and employee participation and how it builds relationships (AC 1.2)
Both employee involvement and participation are vital for building strong relationships between the organisation and employees and although they interlink, they can be seen as two separate entities (Indeed Editorial Team, 2022).  
According to Achievers (2022) employee involvement encompasses opportunities for employees to share ideas or concerns with line managers to help influence future decisions and 90% of workers expressed they are more inclined to stay with a company that proactively translate feedback into organisational changes (Achievers, 2022).  Examples of employee involvement may include but are not limited to; task and finish groups, email correspondence and newsletters which can be seen as a direct form of voice (Taylor and Woodhams, 2022 p.15).  
Taylor and Woodhams (2022, p.15) describe employee participation as the process in where employees are involved in decision making which directly impacts the organisation and is usually done via staff consultation groups, collaborative working and employee forums.  This can also be seen as unitarism where both the employee and organisation work as a integrated team under the authority of a manager to achieve the organisations objectives (Taylor and Woodhams, 2022 p.3).  
Studies performed by MacLeod and Clarke (2009) found that when employees were given the opportunity to be both be involved and participate in the future of organisations an employee from United Welsh stated “being involved not only gives me real opportunities to influence the decisions which affect me and my future, it also means I am more aware of the wider picture.  As a result, I can be confident United Welsh are going places, for me it’s the place to be”.  This is further backed up by Broderick’s (2022) view in that employees are more likely to be interested in their work and committed to their organisation when they believe they are being heard and their thoughts are valued.  Broderick (2022) also goes on to state that during the decision making when employees are engaged in decision-making, it is more probable that employees would be in agreement with any decisions that are made thus leading to a motivated and engaged workforce.    
[bookmark: _Hlk141187611]
Assess three employee voice tools and two approaches that might be used to drive employee engagement (AC 1.3) 
Employee voice can be indirect or direct communication within the organisation.  As previously mentioned, direct employee voice is when employees converse with managers or senior leaders and indirect voice is done via a representative or union rep (Kat, 2023).  
There are various forms of employee voice which can be used, including but not limited to; 
	
	Pros 
	Cons

	Employee surveys 
	Increase engagement, acquiring meaningful feedback to influence future organisational change (Campbell et al., 2021)

	If anonymous there is a risk of untruthful responses which will impact the validity of the results (Miller, 2020) 

	121 / face-to-face meetings  
	Encourage productive dialogue, support the development of maintaining and building connections, and boost participation (Indeed Editorial Team, 2023)
	Lack of anonymity could undermine the validity of feedback resulting in an inaccurate reflection of the employees’ opinions (Qualtrics, no date)


	Staff forums 
	Improve collaborative working while building trustful relationships with co-workers and senior leader (Devons, 2020)
	Stronger personalities can overpower and if not monitored adequately can result in negative feedback (SellPro, 2020)



At GoQuest we can drive employee engagement by offering an employee reward scheme.  This can further help to motivate employees and improve retention rates with research proving that organisations with a formal recognition programme have 31% less staff turnover (Wickham, 2022).  This can be in the form of monetary or non-monetary value (i.e. flexible working or learning and development opportunities) to produce optimum results from the workforce (Cotton, 2023).  
By offering Learning and Development opportunities in our total reward system this can also aid in employee engagement ensuring that staff have the right skills and training required to do their job confidently and competently addressing any skill gaps (Gleeson, 2017).  
 It is however important to consider that for employee voice to be effective and embedded into an organisation employees need to believe it to be ‘meaningful’ as without the appropriate support from senior leader’s employee voice systems will be of notoriety (Marchington and Wilkinson, 2008, p.411).  This was proven during a significant restructure at Fircroft College that altered the way they now operate (CIPD, 2021).  Although it was a challenging transition due to over 60% of the workforce leaving, because of this transformation, employee voice, collaboration, and involvement of all employees in decision-making has improved. They have established new sets of values, which they incorporate into the new ways of working placing a premium on employee voice (CIPD, 2021).  

Critically evaluate the interrelationships between employee voice and organisational performance (AC 1.4) 
Employee voice and organisational performance are often seen as interlinked as studies reveal ‘74% of people feel more engaged when their voice is heard’ and engaged employees perform better which in turn reduces absenteeism and improves retention (Broderick, 2022). When employees feel empowered to speak up and have paths to do so, concerns can be dealt with before negatively impacting well-being, job fulfilment, and the psychological contract which all influence performance (Ruck and Welch 2012 cited in Busher 2019).  
By building a comprehensive approach to employee voice including avenues such as employee surveys or via a Trade Union representative we can promote efficient two-way communication between GoQuest and its employees to enhance our organisational performance (CIPD, 2023). 
However, it is important to recognise for employee voice to influence and enhance organisational performance employees need to be engaged and have a strong element of ‘psychological safety’ so they feel they can speak up without repercussions (Edmondson, 2018).  
With that being said, Garrad and Chamorro-Premuzic (2016) argue that highly engaged employees can sometimes results in burnout as they merely focus on work and nothing else and ‘burned out’ employees don’t perform to the standards required to meet objectives, in turn effecting organisational performance.  
In essence, we must adopt a more impartial perspective of employee involvement taking into consideration employee voice, engagement and how it effects performance while remembering a “one size fits all” approach won’t be beneficial.  



Explain the concept of better working lives and how this can be designed (AC 1.5) 
A ‘better working life’ takes into consideration a healthy balance between an employee’s personal and work life.  The UK Working Lives study (Wheatley, 2022) identified seven indicators of good work ranging from work-life balance to job design.  
Research suggests, compared to office-based employees, hybrid workers reported higher job satisfaction and 35% higher retention as well as over 70% claiming hybrid working enhances work-life balance when compared to office-based employees including 58% reporting less burnout (Tsipursky, 2022).
According to recent research undertaken by ACAS (2022) competitive salary, flexible working, relationships with colleagues and job security are the most popular factors cited by employees as reasons to stay in their current role with job security being the highest at 43%. 
However, it is also crucial to recognise that a good work-life balance for one induvial may not be considered a good work-life balance for another as people’s priorities will differ in nature in regards to personal commitments which is why workplace flexibility is essential (Kohll, 2018).  
Job design is also a key HR function and while it is most often connected with recruitment it also has a substantial impact on employee well-being related to behaviours and employee attitudes, including motivation, dedication, and job fulfilment and can be improved through approaches such as job enrichment (Gifford, 2021).  By creating jobs that are intrinsically gratifying and providing employees with autonomy as well as providing opportunities for professional growth this can aid in staff motivation and have a positive impact on employee well-being (Gifford, 2021) thus further improving better working lives for employees.  
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Section 2 
Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1)

Conflict arises when there is a disagreement involving two parties and can occur due to communication differences, working methods or management style to name a few (BrightHR, 2022).  From a pluralist perspective, organisations accept that conflict will arise however to be able to manage this accordingly it is crucial robust systems are in place (Taylor and Woodhams, 2022 p.20).  

There are two types of conflict to consider; informal conflict which could be due to a differ in opinions or “personality clash” and if dealt with accordingly following the GoQuest’s policies, issues can be rectified.  Formal conflict can arise when arguments between parties escalate and have an impact on an employee’s wellbeing resulting in either party raising a concern of bullying which could result in an Employment Tribunal claim (CIPD, 2020).  Formal conflict can also be as a result of failed negotiations regarding pay or T&Cs between an employee and employer resulting in strike or action short of strike (TUC, 2022).  

Research from ACAS (2021a) established that conflict in the workplace cost UK organisations £28.5 billion pound.  

However, although conflict is mainly reviewed as negative in nature if it is managed correctly this can lead to improved workplace practices and instigate beneficial changes that otherwise would not have happened had the conflict not occurred (Better Health Channel, 2012).

Misbehaviour differs from conflict in that it arises when an employee intentionally behaves in a way that violates the accepted expectations and organisational rules, social values, morality, and standards of conduct (Mbagwu, 2018).  	

Distinguish between official and unofficial employee action. (AC 2.2)
According to ACAS (2023) employees who participate in strike action are engaging in official action by refusing to work.  However, for an official strike to take place Trade Unions must comply with all legal requirements including a formal ballot among the members.  
Strikes that are not supported by a Trade Union or which take place following a null and void ballot or action taken without a ballot (also known as a “wildcat strike”) are considered unofficial action (Daniels, 2019 p.219).  If a Union fails to comply with legal regulations and doesn’t follow the pertinent statutory conditions employers can seek to pertain an injunction to halt any further action to be proceed and once an injunction is in place if employees fail to return to work, they can face legal charges in the form of a prison sentence or unlimited fine (Daniels, 2019 p.219).
Official action can also be in the form of “work to rule” meaning employees will only perform duties specifically set-out in their contract and refuse to do any overtime impacting organisational productivity.  This can also be known as action short of strike (Perryer, 2018).  
It is important to take into consideration that employees who take part in official action are protected by law and therefore should not suffer any detriment as a result of the strike in the form of dismissal or mistreatment (ACAS, 2023).  
Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3)
According to (Nash and Hann, 2019) conflicts and industrial sanctions have considerably adjusted to the industrial landscape of today. Trade unions now have amiable relationships with employers, in contrast to the precedent to this and the importance in work relations has advanced (Nash and Hann, 2019).
According to ONS (2023) since the summer of 2022, the number of working days lost because of labour conflicts has risen exponentially with 93,000 days in June 2022, 461,000 in November and 843,000 in December 2022, leading to an increase of 83%.  Even while the number of days lost in December was more than any other month since November 2011 (ONS, 2023).
Strategically planned strikes have been one of the newest trends in recent action ensuring that walkouts are synchronised or purposefully staggered across unions to provide the greatest impact (The Guardian, 2022).  This was the case in February 2023 when an ambulance and nursing strike coincided resulting in circa 35,193 outpatient appointments being cancelled (ONS, 2023).  
The Government has recently announced plans to introduce “the anti-strike law” which will have an influence on public services and which Trade Unions will be bounded by to follow to guarantee minimum service levels and prevent a total closure (Howlett, 2023).  However, Sharp (2023) of the TUC argues that introducing such a law “undermines workers ability to take strike action to defend their pay and conditions”.  Under the new legislation, employers will provide work notices stating who must work and if they break this agreement employees can be dismissed and will no longer be protected from wrongful dismissal by default (Sharp, 2023).    

Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)
Although conciliation and mediation can be seen to have certain parallels, in conciliation, a conflict that has led to or is likely to result in an employment tribunal claim, is attempted to be resolved in a way that is mutually agreeable (Taylor and Woodhams, 2022 p.23).

Mediation is a form of resolving issues in the workplace which is informal in nature and requires a third party (referred to as a "mediator") who is neutral and therefore unbiased, to assist all parties in finding a practical resolution (ACAS 2022a).  Mediation is often seen as a desirable method for resolving disputes quickly while maintaining a productive working relationship (Taylor and Woodhams, 2022 p. 23).  

In arbitration, a third party acting as a judge will be the decision maker regarding the respective matter and both parties must agree to arbitration before it commences.  The outcome of arbitration is legally binding meaning there is no avenue to appeal the decision in court (Citizens Advice, no date).

The key difference to remember is that arbitration gives a final decision whereas mediation and conciliation is impartial advice and doesn’t have to be followed (MyLawyer, 2020).  

In summary, even though it is acknowledged, conflict cannot be avoided.  There are direct costs as well as implications associated with harm to the working relationship, both of which reduce job quality and effective work and therefore informal and early conflict resolution is a sensible strategy to use (Taylor and Woodhams, 2022 p. 24).

Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues (3.1)
The Employment Rights Act 1996 governs the employer-employee relationship in the United Kingdom.  This comprehensive regulation covers a wide range of themes, such as safeguards against wrongful dismissal, maternity or paternity rights, annual leave, expiry of contracts (GOV.UK., 1996).  

Section 94 of the Employment Rights Act of 1996 determines five reasons for fair dismissal, including capability and behaviour difficulties. Capability is defined as "skill, aptitude, health, or any other physical or mental quality" (Daniels, 2019 p.163).  

However before considering dismissal due to capability, it is critical to explore and recognise any areas of concern to uncover the reason for underperforming and to distinguish any skill gaps and further need for training (BrightHR, no date).  

To ensure a fair and consistent approach has been taken in accordance with the ACAS code of practice regarding grievance and disciplinary procedures (ACAS, 2022b), there are specific steps that must be followed and if they are not this could lead to an employee filing a case of unfair dismissal which could result in a lengthy and expensive legal battle having a detrimental effect on the organisations brand if the dismissal is not upheld (Suff, 2022a).  During a disciplinary or grievance hearing employees also have the right to be accompanied by a co-worker or a Trade Union Representative should they wish (Daniels, 2019 p.173).  

Employees must have a minimum of 2 years’ service to be eligible to file for unfair dismissal although there are exceptions to this which are classed as “automatically unfair reasons’” and include but are not limited to; being pregnant or on maternity leave and participating in jury service (ACAS, 2022b).  

Analyse key causes of employment grievances (3.2) 
Bright HR (2010) describe an employment grievance as a complaint made by a worker(s) regarding pay and benefits, T&C’s, or bullying and harassment to name a few.  It is imperative these are taken seriously otherwise they can impact staff morale in turn reducing productivity and retention (Bright, HR 2010).

Pay and benefits has been the most common cause of strikes and ONS (2023) state around 75% of all working days lost between 1999 and 2018 were a direct result of workplace conflicts due to wage disagreements.

Working conditions can range from the office space to the terms and conditions of a worker's employment (Indeed Editorial Team, 2022).  Since June 2014, all UK workers have been legally entitled to seek flexible work schedules due to the Flexible Working Regulations Act (Haughton, P and Bibby, F. 2019).   Flexible working enhances employees to find the appropriate ‘work life balance’ to suit them while also reducing absenteeism and improving their wellbeing (McCartney, 2022).  

Employees who are bullied or harassed can experience high levels of stress, lose enthusiasm and confidence which could increase absenteeism, all of which may result in higher employee turnover and work productivity (CIPD, 2023a).  

Explain the skills required for effective grievance and discipline-handling procedures. (AC 3.3)
Workplace conflict is inevitable and can heighten if not dealt with effectively.  On occasions stepping in at an early stage to settle disputes amicably can prevent situations escalating which would usually require following formal processes and also aids to boost team morale, retain key talent and reduce absenteeism (CIPD, 2022).

The most crucial decision you’ll need to make as a manager is recognising the when informal conflict resolution methods have failed and formal disciplinary action needs to be taken.  You will need to use your skills for handling workplace conflict and people management difficulties, to build and maintain relationships, whilst using integrity, being open-minded, considerate, fair, and consistent throughout the process (CIPD, 2022).

By performing ‘active listening’, acknowledging concerns and minimising bias you can communicate effectively to enable a deeper connection to be made to ensure the process is viewed as meaningful (Robin, Segal and Smith, 2019).  A variety of techniques should be used during grievance and discipline proceedings, including open questions to encourage dialogue, probing questions to gain the required information, and closing questions to determine facts (Suff, 2022b).  

It is also worth noting that accurate written records should be maintained in line with the Code of Practice and should include but are not limited to; the complaint, findings made, actions taken and subsequent developments in case of a future employment tribunal (ACAS 2020).

Advise on the importance of handling grievances effectively. (AC 3.4)
In order to avoid legal claims and bring the organisation into disrepute it is vital grievances are handled effectively.  Organisations must be able demonstrate that a fair and thorough process has been followed by setting out the exact nature of the disciplinary, a meeting date suitable for the employee to present the allegations and the right to appeal if disciplinary action is to be taken (Daniels, 2019 p.170-171).  The basic standard that a workplace ought to adhere to is the ACAS Code of Practice on disciplinary and grievance procedures and although this is not considered as law, if a disciplinary matter goes to an employment tribunal, the judge will evaluate whether the employer complied fairly with the ACAS Code (ACAS, no date).  

Providing employees with a voice and having robust procedures in place can have a positive impact on the psychological contract making employees feel valued and cared about (Marchington and Wilkinson p. 449 – 450).  It is also important to consider the effect a grievance may have on an employee, and it is crucial that such concerns are handled sensitively and thoughtfully while encouraging co-workers to rebuild relationships (CIPD, 2023b).  

Explain the main provisions of collective employment law (AC 4.1)
According to BBC (2021) the term 'employment law' refers to any piece of government legislation aimed at safeguarding employees against exploitation.  In the United Kingdom, various areas of employment regulation, including but not limited to salary, discrimination, and working conditions, serve as the foundation for employee rights in the workplace (BBC, 2021).

Working Families (2022) state a collective bargaining agreement occurs when an employer and trade union negotiate in order to achieve a mutual decision which not only fulfils the organisations objectives but is also regarded as ‘fair’ by employees and union leaders.  This will then enforce changes to terms and conditions for employees covered by the agreement.  If done correctly the changes become binding and employees will be required to abide by the new conditions, even if they are not in agreement.  However, employees can oppose changes to their contract if it has not been formally agreed via collective bargaining (Working Families, 2022).  

Collective agreements affecting employee terms and conditions must be mentioned in all employment contracts in the United Kingdom (CIPD, 2023c). 	Employees must be made aware of any collective agreements that may affect them by their employers, including new hires, who should be informed in their written employment details at the commencement (CIPD, 2023c).  

Compare the types of employee bodies, union and non-union forms of employee representation. (AC 4.2)
According to (CIPD) 2022 every organisation should make informing and consulting the workers a priority as it is fundamental in the people management philosophy and best practice.  By developing a comprehensive and holistic framework for employee input, organisations can integrate individual and group channels (CIPD, 2022).  

The Information and Consultation of Employees Regulations (ICE Regulations) was first implemented in 2005 and was applicable to organisations in excess of 50 employees (Brione, 2020).  This provided employees with a legal right to request information on consultations and key issues.  Employers then have the opportunity to create a staff forum that is used to consult with and inform the workforce about important topics gaining the agreement of the employees as a proactive measure to establish an understanding regarding information and consultation concerns.  For this to take place a formal request from at least 10% of the workforce (with a bare minimum of 15 employees) would have to be made.  However, in April 2020 this threshold was reduced to 2% (Brione, 2020).

Joint consultation committees are made up of employees and managers and provides employees with the opportunity to feedback their views and opinions to the organisation in a constructive manner.  The organisation can then take on board the feedback and make an evidence-based decision (ACAS 2021).   

A trade union is different to that of an employee forum or staff consultation in that they undertake ‘collective bargaining’ (as previously discussed in AC 4.1 and further discussed in AC 4.3) in order to gain a mutual agreement on behalf of the employee with the organisation which usually results in a change in the employees’ contract therefore making the decision binding (ACAS, 2021).  

Evaluate the purpose of collective bargaining and how it works. (AC 4.3)
Collective bargaining is the formal procedure through which trade unions negotiate with employers on behalf of their members.  However, this only feasible when an employer recognises a trade union and they agree on the scope of discussions (TUC, 2022).

Collective bargaining deals with the terms and conditions of workers in a specific "bargaining unit" that can apply to all employees within the organisation or select groups of workers (Daniels, 2019 p.48-49).  This occurs when representatives and their employers meet in the form of negotiation to improve compensation and working conditions (Unison, 2022), and employees can approach employers as a single entity through the collective bargaining process. The ultimate purpose of collective bargaining is to reach an agreement among all parties.  Unison (2022).  
Constructive compromise and purposeful persuasion are often used during collective bargaining and while they may sound similar, they should be understood as separate entities.  A compromise between two parties is the foundation for negotiation whereas the goal of persuasion is to persuade the other party to comply with your wishes (Ferree, 2021).  
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