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Emerging developments to inform approaches to employee voice and engagement AC1.1
[bookmark: _Int_ICtMHryB][bookmark: _Int_cbpL8iPW]At Go Quest, developing employee engagement strategies that enable people to have a voice in their workplace is crucial for creating a great work environment for employees and strengthening the employment relationship (CIPD, n.d). Employee engagement is referred to as a psychological state. Kahn’s definition of the dimensions of engagement focuses on how people interact with their employment in terms of their physical, cognitive, and emotional expression. This represents an interior state of being, yet one that is intimately related to actions like making an extra effort or going above and beyond (CIPD, 2021b). 
[bookmark: _Int_hjNXrIRS]According to Macleod and Clarke, 2009 we can determine that there are four key drivers of engagement: Leadership, Line Managers, Employee voice and Organisational integrity. A successful employee engagement strategy needs leaders and line managers to be actively supportive. Genuinely listened to employees' experience feeling happier at work, perform better and employee wellbeing will significantly improve (CIPD. 2022b). To gather employees' views, organisations can use a variety of methods. As technology continues to evolve the use of online engagement surveys increases which allows employees to share their experiences (CIPD, 2021a). Employees now have more opportunities to have a voice at work due to the rise of remote and home working. The increased use of mobile devices, employee apps, and digital meeting platforms allows employees to share their views on these platforms rather than in-person (CIPD, 2019a). There has been a significant shift from indirect to direct voice in the workplace due to the fall in trade union membership because the working environment has changed mainly due to changes in UK legislation, Information and Consultation of Employees Regulations (ICE) and more organisations promoting a positive culture where employees can share ideas and concerns more freely (Harding and Twitchett, 2019). It is also vital that organisations encourage “speak up” methods such as whistleblowing where employees can report issues safely. According to CIPD, 2022i an organisation who creates a safe environment for whistle-blowers can benefit higher profits and potentially fewer lawsuits. 
Employees who feel they are heard through voice, engagement, and the contributions they make to the organisation and what they receive back are balanced will impact the psychological contract and will influence how they behave day to day which will result in positive outcomes (CIPD, 2022h). 


The difference between employee involvement and employee participation and how it builds relationships AC 1.2
Due to the decline in union power over the last thirty years there has been a continuing growth of employee involvement and participation (EIP). Employee involvement is viewed as making good business sense as engaged employees are more likely to comprehend what the organisation is trying to accomplish and be more prepared to contribute to its effective functioning (Marchington et al, 2021).
[bookmark: _Int_dR42B665]Employee participation and employee involvement are two related but distinct strategies. Employees taking part in business activities is referred to as participation. Employees actively participate in whatever aspect of the business they are contributing to, and this usually requires a team approach to achieve a common goal. Employee involvement refers to circumstances when employees have some input into decisions made about the business activities, they take part in. Contrarily, involvement is more closely associated with open channels of communication between employees and management (Indeed Editorial Team, 2022). 
[bookmark: _Int_Yece31dT]Marchington et al, 2021, describes a framework for employee participation to influence decisions can be used which includes ‘degree,’ ‘level,’ “scope,” and “form.”  This method identifies the degree of say employees have about organisational decision, what level the participation happens, the scope of topics employees can contribute to and the form of participation, whether direct, indirect, informal, or financial. Using this method will encourage and nurture a unitarist relationship as suggested by Fox, 1966, where employees will pull together behind the authority of a manager in order to pursue the organisations goals which will bring less tension or conflict that may arise from a pluralist relationship (Oxford Reference, n.d).
Encouragement of EIP in business operations and decision making can be a useful technique for enhancing employee happiness, improving well-being and retention whilst building a successful, efficient organisation (Indeed Editorial Team, 2022) and is something Go Quest will find beneficial.

Employee voice tools and approaches to drive employee engagement AC 1.4
Engage For Success, 2021, suggests that an online survey, is an effective direct tool to gather data. The survey requests employees' opinions on the organisation and many areas of working life and frequently includes the option for additional comments. Deciding the objectives of the survey and selecting the right questions will make the survey more effective (CIPD, 2021a). 
Creating an employee focus group is another tool to encourage employee voice. Giving employees the opportunity to share their views and opinions and identify progress will have a positive effect on the organisational culture (Engage for Success, 2012). According to CIPD, 2021c, focus groups dig deeper to elicit precise information, which can lead to a richer set of ideas than you might get from a survey. 
[bookmark: _Int_opb500Ac]As the workplace changes to meet evolving needs, increasingly organisations are relying on digital channels to improve employee engagement. Better communication and real time reactions from the workplace are potential benefits from using an employee app. This tool is user friendly, fast, and easy to navigate as the design functionality would be similar to popular social media platforms.
Employees’ ability to successfully use their collective voice promotes innovation, productivity, and organisational performance. Collective voice which utilises union or non-union representatives can significantly aid an organisations strategy for employee engagement (CIPD, 2022c) This was echoed in the Engage for Success report 2009, where the research shows that there are connections between partnership-based work and engagement strategies with numerous organisations highlighting how it improved and complemented their strategy. 
The role of social media is changing and is being embraced more in organisations as a voice channel. With advancements in social and digital technologies, using social media to gather feedback and information informally is beneficial to an organisation as its people powered communication, easily accessible and instant. Using social media shifts communication from one way to multi directional and more influential as it is more likely to be heard. (CIPD, 2013b). As social media platforms are not owned or controlled by management it may encourage more employees to have their say and not stay silent (Taylor and Woodhams, 2022).

The interrelationships between employee voice and performance AC 1.4
As more engaged employees perform better and an improvement in an organisation's performance will lead to more engaged employees it is beneficial for Go Quest to introduce a range of employee voice tools and approaches to drive employee engagement (CIPD, 2021b).
According to Miao et al (2020), we can determine that the high-performance work system (HPWS) is associated with employee innovative behaviour and is connected to employee voice. The research shows that employees are more likely to increase their contribution, commitment and participation in organisational decision making. The positive outcomes of this would be improved organisational innovation overall performance and a more engaged workforce. 
This is also reflected in the research of CIPD, 2019b where it describes that having a voice in decision making is important, significant, and favourably associated to employees’ total job satisfaction, showing that employee voice is a crucial element for employee well-being which potentially will reduce absenteeism and improve employee engagement. 
[bookmark: _Int_3TZz14DC]However, Boxall and Purcell, 2016 argue that the quality of employee voice is variable and therefore difficult to quantify the financial impact or measure what positive impact this has on an organisation's performance. Other criticisms come from those who object to the manner that a human resource practice such as employee voice and organisational performance is understood to mean that the first is the cause of the second. Even though it may seem clear, causality is not always proven by correlation. De Waal and Goedegeburre, 2017, suggest that it may be that an organisations superior performance that leads to employees feeling engaged and having job satisfaction, as successful organisations may choose to invest some of their profit into a first class HR function such as organisations like Google, Apple and Microsoft who are well known to invest in the whole employee experience resulting in creating highly rewarding places to work. 

The concept of better working lives and how this can be designed AC 1.5
Matthew Taylor first proposed the Good Work strategy in his 2018 recommendations to the UK government. Taylor et al, 2017 suggest that “all work should be fair and decent, and for employers to offer opportunities that give individuals realistic scope to develop and progress”.
[bookmark: _Int_5YFbQF81][bookmark: _Int_hFrTe4NM]The concept of better working lives through improving organisational and people development practices for the benefit of individuals, the economy and society is promoted by CIPD. The CIPD believes that good work is essential to employees' wellbeing, supports a just and strong society, and fosters productive workplaces with engaged employees as well as a robust economy (CIPD, 2022l). CIPD, 2019b, describes good work as follows:

[image: ]
In the UK, the annual standard for job quality is the CIPD Good Work Index. It polls employees from a variety of industries and occupations about key aspects of their work and employment and provides data that can be used to enhance working lives. The data is gathered following seven dimensions: pay and benefits, employment contracts, work-life balance, job design and the nature of work, relationships at work, employee voice, health and wellbeing. The information from this report can be used to protect the quantity and quality of jobs by using it to guide policy and practice and CIPD encourage employers to use the questions from the survey and benchmark the results against the UK data (CIPD, 2022l).
[bookmark: _Int_Bhzl9VIM]An essential element of good work is job design which determines a job role and what it involves and its relation to other relevant jobs in the organisation. Job design is a crucial component of people strategy since it affects how effectively structured work is, how happy and engaged individuals are at work, the chances employees to advance their abilities, and whether workloads are sustainable and healthy (CIPD, 2021d).


Organisational conflict and misbehaviour. Informal and formal conflict AC2.1

Organisational conflict can manifest on a collective basis when a workplace dispute is not resolved which could lead to industrial action. As Go Quest recognises a union then collective bargaining can take place. If agreements are not reached through negotiations, then an organisation is at risk of employee organised conflict (CIPD, 2023). Forms of action can include strikes, or an action short of a strike, such as, work-to-rule, go-slow, overtime bans or protests (NI Direct, 2019). Misbehaviour, also known as unorganised conflict, is usually on an individual level in the forms of absenteeism, sabotage, petty theft, fraud, or social media negativity. This form of conflict can be just as harmful and costly as organised industrial action (CIPD, 2022f).
Informal conflict in the workplace can take many different forms, from a single argument or disagreement to a “personality clash” or persistently challenging relationship between employees. Formal conflict could arise in the form of a grievance raised by the employee or a disciplinary. When informal mechanisms are ineffectual or inappropriate given the nature of the dispute, for example bullying or harassment, these procedures are crucial. Even though some forms of conflict can appear harmful, they can also have a positive effect such as fostering a healthy rivalry to achieve goals or encouraging creativity when problem solving (CIPD, 2020c).


Official and unofficial employee action AC2.2

[bookmark: _Int_BIv3toCZ]For employee action to be classified as official it must meet certain criteria. The action must relate to a work dispute with the employer that could not be resolved through negotiations with a trade union, comply with strict legal obligations about balloting and notice (TUC, n.d). A trade union may only initiate industrial action if most of its members support it in a properly organised postal ballot. They must give the employer one weeks' notice of the start of the ballot. The ballot must be independently supervised by a qualified person, be held before the union asks members to take action. It must be open to all members and include details on the reason for the ballot and where to post the votes (GOV.UK, 2012b). There are strict legal requirements that need to be met when employees take official action and The Trade Union and Labour Relations (Consolidation) Act 1992, the primary legislation, has undergone numerous revisions over the years, with the most recent amendments being from the Employment Relations Act 2004 and the Trade Union Act 2016 (CIPD, 2022i). This legislation also protects employees from dismissal if all the legal requirements have been met (GOV.UK, 2012b).
Any conflict or industrial action, including a strike, that is not authorised or supported by a trade union would typically be considered as unofficial. This will include situations where a non-union member pretends to join a strike. Participants in unofficial industrial action do not have statutory protection from unfair dismissal (CIPD, 2022j). 


Trends in the types of conflict and industrial sanctions AC2.3

There is a wealth of evidence that suggests that in the previous 50 years, the nature of conflict has changed with a decline in group-based disputes that resulted in strike action (Acas, 2020). History shows that strikes were usually long and according to ONS, 2015, the yearlong Miners' Strike of 1984, where 142,000 miners took part totalled over 27 million working days lost. There has been a significant shift in recent strike action where they are shorter and more strategically planned with only 2.4 million working days lost in 2022 for the strikes that took place due to the rise in inflation and demands for pay increases across various industries.  Alongside this change there has been a long-term fall in collective bargaining and union membership that has been well-documented, with statistics showing 6.4 million members in 2021 compared to 12.6 million in 1979 (CIPD, 2022a).   
An increase in Employment Tribunal claims has coincided with this decline in collective disputes. This is the result of employees having increased awareness about unfair treatment in the workplace. Conflict in the workplace can take many forms from minor disagreements between individuals, to significant instance of bullying, harassment, or discrimination (CIPD, 2020c). Between 2009 and 2010, the number of claims reached a record high of 236,103, up from 13,555 in 1972, the year the legislation was created to protect employees from unfair dismissal (Corby, 2015).


Third-party conciliation, mediation, and arbitration AC 2.4

According to CIPD, 2013a, through mediation, a mediator who is a neutral third party assists two or more disputing parties in trying to reach a resolution. Any agreement is reached by the parties to the dispute, not the mediator. Mediation can be used at any stage of the conflict cycle; it is confidential, and it aims to be quick and informal which supports restoring workplace relationships. This form of dispute resolution allows all parties involved to have full control of the final agreement. (ACAS, 2022c). 
[bookmark: _Int_Lfl5p911]The main distinction between conciliation and mediation is that, in some circumstances, the conciliator takes a more active role in resolving the conflict such as putting forward solutions (CIPD, 2022k). According to ACAS, 2022b, in workplace disputes they must be informed before anyone makes a claim to an employment tribunal. ACAS will offer early conciliation at the first stage to have the opportunity to come to an agreement and settlement without proceeding to an employment tribunal. They act as a go-between for both sides and discuss possible options without making recommendations.
Arbitration is when a dispute needs to be resolved, a third party will arbitrate it. The neutral arbitrator listens to both sides’ arguments during a hearing and bases their decision on the presented facts. Arbitration can be used for collective or individual disputes and is usually a last resort that needs consent from both parties. Unlike an individual dispute, the arbitrator's decision in a collective dispute is not legally binding, but once it has been rendered, neither party may appeal it in court (ACAS, 2022a).


Principles of legislation relating to unfair dismissal in respect of capability and misconduct issues AC3.1

S95 of the Employment Rights Act 1996 states that an employee is to be treated as dismissed if: the contract under which he/she is employed is terminated by the employer (The National Archives, 2022). This is the most prevalent kind of dismissal, and it often happens when the employee's capability is an issue and they have fallen short of the expected performance standard, or the conduct of the employee is an issue. The ERA 1996 defines capability as “skill, aptitude, health or any other physical or mental quality. If the employer has tried to assist the employee in raising the standards of performance through appropriate remedies, such as further training, but capability is still an issue the dismissal can be potentially fair (Daniels, 2022).

There are two categories of misconduct in the main; gross misconduct can result in summary dismissal and the less serious misconduct which is dealt with through disciplinary sanctions. According to GOV.UK, 2012a employers must show that they had a competent reason to dismiss an employee and acted fairly and reasonably throughout the investigation and disciplinary process. The test of reasonableness. which is relevant to most situations of misconduct is set out in this case British Home Stores v Burchell (1980) IRLR 379.

To support employers in its Code of Practice, ACAS provides guidance on handling disciplinary, and dismissal matters, and Employment Tribunals will take it into account when organisations have followed the code when considering relevant cases (CIPD, 2020a). The Code suggests three levels of formal warnings that may be sanctioned: formal written warning, final written warning, dismissal and describes the need for employers to maintain detailed records, will be crucial if a case goes to an Employment Tribunal (ACAS, 2015).
The Employment Relations Act 1999 states that workers have the right to be accompanied by a fellow worker or trade union representative where the disciplinary hearing may result in a formal warning being issued (The National Archives, 2019).


Key causes of employee grievances AC3.2

[bookmark: _Int_tj7c1O5Q]According to research nearly a third of organisations have seen a rise in employee grievances over the past two years (Webber, 2023). An individual employee or a group of employees may formalise their complaint or problem-raising with their employer through a grievance procedure (ACAS, 2019). There can be various causes of a grievance, a main cause of grievance can be down to poor management as line managers may not have adequate behavioural skills such handling difficult conversations, giving feedback, or addressing inappropriate behaviour when reacting to performance or conduct issues within their team. Using these skills will help manage a situation and potentially stop a grievance from being raised (Faragher, 2018). 
According to Khan, 2020 the work environment may be a cause for a grievance where employees feel their workplace conditions relating to heat, light, space, or tools to do the job are unsatisfactory. Employees may also feel aggrieved due to unfair rules or lack of recognition. Unfair treatment can potentially cause complaints particularly regarding to pay or performance grading and employees may demand individual wage increases. 
Collective grievances may arise when an organisation introduces change to workload, organisational policies, or practices particularly if its employees have not been part of the decision-making processes. 
ACAS, 2021 describes that if an organisation does not take any complaint of bullying or harassment seriously this could result in a formal grievance being raised or potentially lead to an employment tribunal if the issue is not resolved. 


Skills required for effective grievance and disciplinary-handling procedures. AC 3.3

When dealing with grievance and disciplinaries in the workplace there are various skills that are effective. Active listening skills assist the manager in paying attention. This ability goes beyond merely listening it also includes body language observation, which enables the manager to respond appropriately and listen without making hasty judgements. A manager who can use different questioning techniques will be able to employ the right style of question and elicit an insightful response. (Trevelyan, 2009). According to ACAS, n.d, to limit any legal action an employer must carry out a reasonable investigation for disciplinary and grievance cases. The investigator should take time to plan the investigation ensuring that it is thorough, and they remain fair and objective throughout each stage of the investigation.
Although mediation is frequently seen as a form of early intervention in disputes, it can also be used to rebuild relationships after an employee has gone through a formal process, and some organisations have mediation written into their formal discipline and grievance procedures as an optional stage. The mediator uses joint problem-solving approaches to and helps parties identify potential resolutions (ACAS, 2013). It is vital that throughout any disciplinary or grievance case the manager remains unbiased and uses an evidence-based approach when making decisions throughout the process (Taylor and Woodhams, 2022). 


The importance of handling grievances effectively (AC3.4)

There are consequences an organisation can face if an employee grievance is not handled effectively. Legally, employers must provide their employees with a procedure that will deal with grievances in a timely and fair way. Additionally, it should consider the advice provided in the ACAS Code of Practice on grievance and disciplinary proceedings (Connell, 2014). According to CIPD, 2020b, an employee could feel forced to resign if the employer does not take the grievance seriously and may raise a claim for constructive unfair dismissal at an Employment Tribunal. An ET will take into consideration if the Code of Practice has been followed by the employer when deciding any potential compensation and can increase the award by 25%. 
An organisation may find issues raised in a grievance beneficial, as through the investigation it may highlight issues that may cause employee frustration, cause poor morale, and increase absence resulting in lower productivity and higher resignations, giving the employer the opportunity to put things right (BrightHR, 2010). If not resolved, employees may continue to feel emotionally harmed by the organisations failure to protect their emotional health and to uphold the psychological contract that was made to protect them if the situation is not managed (Posner, 2019).


Main provisions of collective employment law (AC4.1)

The Trade Union and Labour Relations (Consolidation) Act 1992 is the legislation relating to trade union (The National Archives, 2019b). A trade union can ask their employers to recognise them, if not recognised voluntarily, they can apply for statutory recognition from the Central Arbitration Committee (CAC) if the organisation employs more than 21 employees, and the trade union has a certificate of independence. The TU must make a written request to their employer and identify themselves and the bargaining unit which is the group of workers the TU are looking to represent and must include at least 10% union membership (GOV.UK, 2014).
When a TU is recognised, the employer is obligated to negotiate with the TU on matters covered by collective bargaining such as terms and conditions of employment, disciplinary and grievance (Daniels, 2022). The employers must disclose certain information for the bargaining process to proceed effectively which is described in the TULRCA below:


[image: ]When a collective agreement is reached by a TU and its employers it is only considered legally enforceable if the agreement is in writing and specifically incorporated into an employee's contract (CIPD, 2022j).
TULRCA also protects TU members statutory immunity from any legal action when taking part in any industrial action relating to a trade dispute and allows a person to peacefully communicate information or persuade another person to stop working. There are certain rules that must be followed when picketing as described in the Trade Union Act 2016, for it to be considered lawful (Daniels, 2022). 


Types of employee bodies, union, and non-union forms of representation (AC4.2)

[bookmark: _Int_mpJN1Iyt]Employee bodies of various kinds can represent employees in the UK in a number of ways. Both non-union and union offer representation, facilitating official and informal exchanges between employees and employers, and they both seek to give employees a platform where they can feel free to express their concerns, share their thoughts, and give their input on organisational changes that may have an impact them (Quak, 2019). 
Non-union forms of employee representation such as employee forums or work councils are often consultative bodies that are set up voluntarily by employees and will have limited understanding of the law. Compared to their peers in the union, their function is typically more constrained (ACAS, 2014a). Their often preferred for dealing with smaller matters in the workplace that affect employees needs or wants, whereas a recognised trade union representation is preferred when issues that are more legally binding such as pay or the terms and conditions of the employees' employment. This is because the union representatives are trained and understand the legal framework of collective bargaining (ACAS, 2014b). The primary distinction between the two types of representatives is that unions are legally entitled to paid time off to carry out their obligations and, in some situations, to be released for training and are protected from dismissal or action against them for carrying out their duties (GOV.UK n.d).


Purpose of collective bargaining and how it works (AC4.3)

[bookmark: _Int_jQLZm4bs]In meetings between union representatives and employers, collective bargaining is the process of negotiation, mainly around terms and conditions of employment, including pay, hours, and holidays, that enables employees to approach employers as a single unit. In collective bargaining, a deal between employers and employees is the goal and throughout the process members of the union can participate in conversations by speaking with their representatives while negotiations take place (UNISON, n.d).
[bookmark: _Int_Z1rnKSIy][bookmark: _Int_lQHXsl9x]Collective bargaining is, above all, a power dynamic that manifests as a degree of power sharing between management and trade unions. The ability to persuade the opposing party to choose a course of action or make a decision that it would otherwise be unwilling to make is known as bargaining power. Each side participates in evaluating the opposing side’s preferred methods of negotiation and negotiating strength (Armstrong and Taylor, 2020). 
According to Armstrong and Taylor, 2020, the outcomes between management and unions are the formal results of collective bargaining. The terms and conditions of employment are outlined in substantive agreements, the methods and processes used in collective bargaining are outlined in procedural agreements, and partnership agreements are founded on the idea of social partnership.
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(2) The information to be disclosed is all information relating to the employer’s undertaking [F1(including information relating to
use of agency workers in that undertaking)] which is in his possession, or that of an associated employer, and is information—

(a) without which the trade union representatives would be to a material extent impeded in carrying on collective
bargaining with him, and

(b) which it would be in accordance with good industrial relations practice that he should disclose to them for the
purposes of collective bargaining.
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Good work provides a supportive environment with constructive relationships.

Good work allows for work-life balance.
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Good work gives employees the voice and choice they need to shape their working lives.
Good work should be accessible to all.




