
1) Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1)

Affording your employees the ability to speak up allows for trust and inclusivity which can enhance the effectiveness of Go Quest and strengthen the employer-employee contract (Armstrong and Tayor, 2023). According to the CIPD (2023) organisations should place employee voice on their strategy when thinking about wellbeing and engagement of their employees. 

Armstrong and Taylor (2023) explain the degree at which employers are willing to listen to employees; by establishing the desire to reduce the need for control over employees and therefore afford them the consultative approach to be included in changes and business decisions.

However, the increase in technology and social media platforms may be accelerating that because employee voice can be extended beyond the internal business. There are apps where employees can rate companies and engage in conversation on the culture of an organisation, (Glassdoor.com 2024). This can be helpful for employees but could threaten an organisations reputation, thus forcing management to engage in employee voice practices more than before (Taylor and Woodhams, 2022).   

The changing work environment has been another area that has gained attention, with the rise in working from home and an organisation’s ability to be flexible and the benefits this brings. 

The Employment Rights (Flexible Working) Act 2023 allows greater flexibility and a better work-life balance with working from home. This can help go quest employees feeling enriched in their roles, leading to increased performance and higher commitment levels (Rees and French, 2023).  A lack of flexibility may lead to higher levels of attrition which can encourage other organisations to enhance their recruitment strategies by focusing on advertising as fully remote. (Taylor and Woodhams, 2022) 

However, as Dundon et all (2017) notes in Taylor and Woodhams, (2022) despite emerging developments and the improvements in Employee voice, there is still an indication of a strong desire for the business to prioritise increasing profit over the development of employee voice. 



















2) Differentiate between employee involvement and employee participation and how it builds relationships. (AC 1.2) 

Employee involvement and participation (EIP) practices are employee voice strategies that aim to enhance workplace environment by integrating employees more closely into the decision-making processes to improve the working environment and relationship between the employer and the employee (Taylor and Woodhams, 2022). 

However, they do differ in their approaches. 

Employee involvement refers to a range of practices designed to gain employees’ input and ideas to improve the organisations functioning. It is often informal and can include email communication and team meetings. Involvement typically means that employees have a voice, but not always a vote in decisions.  

Employee participation involves a more formalised and structured role for employees in decision making processes. This can include joint decision-making committees, Trade Union representatives or employee representatives on the board of directors (Taylor and Woodhams, 2022). 

Organisations who implement EIP practices can benefit from better relationships with their employees because it affords them the opportunity to communicate with the aim of affecting change, which contributes to feeling valued, empowered and increases job satisfaction. It can help build trust which in turn can increase innovation and output (CIPD, 2024). 

However, the influence that employees have depends on certain factors which can impact on the effectiveness of EIP practices. Marchington et al (2020) has explained that the greater the depth of the practices relating to a variety of topics, the greater the impact of the employee voice (Taylor and Woodhams, 2022).  However, not all information may be shared with employees, or all levels of collaboration executed to enable them to have their voices heard, moreover, not all parties- management, employees and HR, will have the same interests. 

When they do not it could lead to conflict, creating a disengaged workforce leading to low engagement and productivity (Taylor and Woodhams, 2022). 














3) Assess three employee voice tools and two approaches that might be used to drive employee engagement. (AC 1.3)


Surveys can be a useful employee voice tool to understand concerns by employees which can inform your engagement strategy (Armstrong and Taylor, 2023).  Surveys can produce large amounts of data which can be analysed however, they can take time to complete and collect the responses causing issues to be missed (Armstrong and Taylor, 2023). Furthermore, there may be a perception by employees of a lack of action from management on the results of surveys. To ensure that employee voice is meaningful, management style plays an important role in acting on feedback (Rees and French, 2023). 

Social media platforms are another example of an employee voice tool and have gained popularity in helping to deal with issues in real time, platforms such as Jive and Yammer allow employees to post opinions and engage in open forums. This means that it has become multidimensional and can promote organisations to deal with issues faster to avoid bad reputation. (Taylor and Armstrong, 2022).

Another voice tool is a grievance procedure, the ability of an organisation in handling complaints effectively while holding a fair process for the employee shows that concerns will be dealt with to allow fairness and dignity in the workplace (Bratton and Gold, 2017). However, some organisations may not follow the correct standard for dealing with grievances, failing to comply with the standards set out in law can be the reason why cases are brought to Employment Law tribunals, so getting the process correct is vital (CIPD, 2023b). 

Designing reward systems can help drive employee engagement as it can provide purpose and meaning to the employee, motivate and provide opportunities for growth and development, which can strengthen employee engagement (Rees and French, 2023). However, operationally this can be difficult to consistently maintain because of cost, time and resources impacting on continuity.  However, it can be factored into monthly 1-2-1 discussions on performance and during appraisals at Go Quest.  

Suggestion schemes can be another approach to drive employee engagement by helping to promote transparency and communication, this approach can involve regular updates from senior managers and open forums for example employee committee groups, where representatives can filter updates to employees and be encouraged to voice their concerns (Taylor and Woodhams, 2022). 











4) Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4)

Employee voice plays a crucial role in organisational performance because it is linked to many factors that influence the workplace including job satisfaction, innovation, commitment and overall effectiveness of the organisation. The concept of employee voice is rooted in many theoretical frameworks, such as the participatory management theory. Dundon et al (2004) suggests that involving employees in decision-making processes can enhance performance. CIPD (2024) explains further that employees who feel heard and valued are more likely to be motivated leading to increased performance. 

Job satisfaction is a crucial link between employee voice and organisational performance, because when employees can voice their opinions, they can experience higher levels of job satisfaction. (Bratton and Gold, 2017) The satisfaction comes from a sense of empowerment and recognition, which can lead to increased motivation and therefore higher productivity as well as higher retention rates, this can reduce costs on recruitment, which can positively impact on performance. (Bratton and Gold, 2017).

However, the quality of the implementation of employee voice is crucial to its effectiveness and therefore the level of satisfaction felt by employees. Delivering on promises is important so that employees are not left feeling disengaged which can have the opposite effect. (Marchington & Suter, 2013)

Employee voice can also be seen in playing a significant role in enhancing commitment to the organisation. When employees believe that their voices are heard, their commitment can be seen to increase. This increased commitment can result in higher levels of productivity as they go above and beyond their basic role requirements. Bratton and Gold (2017) have concluded that for employees to be engaged they must have an emotional and cognitive attachment to the goals and values of the organisation. This supports the importance of employee voice, because inclusion in business strategy and collaborating to improve the business can increase engagement and would be a positive step if adopted at Go Quest. 




















5) Explain the concept of better working lives and how this can be designed. (AC 1.5)

The concept of ‘’better working lives’’ incorporates a work environment that enhances employees’ well-being, productivity and satisfaction. This holistic view aims to improve various aspects of work, including physical workspace, mental health support, work-life balance and organisational culture. This is evidenced by the CIPD Good Work Index 2023, the concept has grained traction recently amongst organisations worldwide, as well as in political policies to help improve communities and the global markets (CIPD, 2019). 

Designing this involves a combination of strategies that aim to foster a more positive and sustainable work environment. Mental health and Well-being can be a key element in driving better working lives. More organisations have mental health and well-being as key components of their well-being strategy, there have been the introduction of employee assistance programmes, providing mental health resources and support and promoting a culture of openness regarding mental health. (Armstrong and Taylor, 2023). However, recent articles have discussed the need to look beyond these traditional methods of mental health support towards an approach that caters for the changing landscape of work and advancements in technology (Eliatamby, 2024). 

Work-life balance is increasingly crucial today, as both parents often work full-time and remote work has proven productive, especially since the pandemic (Taylor and Woodhams, 2022).  Go quest can support this by offering flexible working hours, remote work (where possible), parental leave and childcare support. 

Designing better working lives takes several steps, these include assessment and feedback, either through surveys and interviews and using data analytics to identify trends and areas for improvement. If attrition or absence was high, this could be an indicator that employee engagement is low and therefore helps to identify what need to be addressed to improve the organisation. Policy development can help with designing better working lives, because polices that support flexible working and creating comprehensive wellness programmes can help enhance the relationship between the employee and the organisation. Rees and French (2023) highlight that modern day managers understand that there is not a one size fits all when it comes to managing employees as each have different needs so the ability to understand this helps to foster a more enhanced wellbeing strategy. 















1) Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1)

Organisational conflict and misbehaviour, while related, are different concepts in the workplace. Understanding the differences can help manage situations as they arise. Organisational conflict, refers to disagreements between people, arising from differences in opinions or values. It can be constructive, or destructive. For example, conflict over resources between two areas of a business or a disagreement between members of a team regarding an approach to a business change (Braton and Gold, 2017).

Misbehaviour refers to the action by employees that go against organisational norms or policies, often with the intent to disrupt the organsation. (Braton and Gold, 2017) Typically, the behaviour is destructive and can lead to disciplinary action. For example, harassment or bullying. 

Informal conflict can come about based on personal interactions rather than structured organisational issues, it usually involves interpersonal disputes and is resolved through informal ways. For example, a misunderstanding between colleagues over communication styles, which could be handled by management.  

Formal conflict is officially recognised by the organisation and involves a structured process and formal documentation (Taylor and Woodhams, 2022).  An example could be an official grievance or conflict that requires formal mediation. For example, a formal complaint filed by an employee regarding an allegation of discrimination. 

When discussing conflict, Armstrong and Taylor (2023) have outlined the need for ‘’peaceful coexistence’’ between groups, but state there is evidence that conflict may not be resolved if management are not listening to why employees are disgruntled. 



















2) Distinguish between official and unofficial employee action. (AC 2.2)

Distinguishing between official and unofficial employee action is significant, especially concerning legal protections and employer-employee relations. Official activities are those sanctioned and organised by the trade union, for example involving negotiations, collective bargaining and representation of members. (Daniels, 2022) These activities are recognised by law and involve co-ordinated efforts to address workers’ concerns and improve working conditions. (ACAS, 2024)

If employees decide to strike, providing the action has been followed within the correct legal procedures, i.e. notifying the employer in the appropriate time frames, then the employees are protected under the Trade Union and Labour Relations (Consolidation) Act 1992 or the Employment Rights Act (1996) (ACAS, 2024) and they are protected from dismissal. Strike action is usually a last resort and occurs because the trade unions cannot reach an agreement with the employer. (ACAS, 2024). 

Unofficial employee actions are those not authorised by the union. They often lack formal coordination and may arise spontaneously among workers. For example, ‘’Wildcat strikes’’ (ACAS, 2024).

Unofficial activities generally do not have the same level of legal protection. Employees involved in unofficial industrial action can be dismissed without the same legal protection that apply to official actions. Additionally, employers are not required to negotiate with employees engaged in unofficial actions.  (Daniels, 2022) 



















3) Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3)


Modern day organisations tend to experience less official employee action relating to strikes, due to the increase in complex legislation that unions must follow to make them lawful. (Taylor and Woodhams, 2022). Today, official employee action is commonly assessed through absence and attrition data and grievances and claims made to employment tribunals (Taylor and Woodhams, 2022). According to ACAS, the cost of conflict to the UK economy is £28.5 billion a year, this is made up of formal grievances and disciplinary data (Taylor and Woodhams, 2022).

Conflict in the workplace is inevitable and not always negative. For example, there can be conflicting ideas on projects that can achieve the right outcome (Armstrong and Taylor, 2023) but how effectively it is dealt with when it is not positive, is important for maintaining a positive culture. (Braton and Gold, 2017)  

Many theories have highlighted the importance of management style and its impact on employee engagement and success for organisations. Managers can no longer rely on their authority to control the effectiveness of the team’s performance (Mullins, 2007) the shift, therefore, focuses more on the individual and their place in the organsation. According to the CIPD, (2020) there are still gaps with how managers deal with conflict. The report highlighted managers could deal effectively with workplace conflict if it happened on their team, but when the same question was asked to employees, 32% said that their manager made things worse. This suggests that management training in dealing with conflict is needed. 
























4) Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)

Conflict is inevitable in the workplace, sometimes it can lead to positive changes in development and growth of employees and business practices (Taylor and Woodhams, 2022). More recently conflict management is initially mitigated through disciplinary and grievance procedures. The CIPD (2020) in the managing conflict report, have recommended managers dealing with conflict early on, to prevent it from escalating. 

Third-party conciliation, usually conducted by ACAS, seeks to resolve matters to avoid a tribunal, although the person does not have to engage in the early conciliation process. This stage is usually conducted after the disciplinary and grievance procedures have been exhausted. Conciliation aims to remedy the dispute and reach a mutual agreement, these discussions take place between the conciliator, the complainant and respondent, the conciliators role is to discuss options without making recommendations and can remain independent (ACAS, 2022). 

Like conciliation, mediation is a voluntary process that involves the mediator helping the parties reach an outcome to resolve the conflict. The difference is that the dispute has not ended up in a claim (Taylor and Woodhams, 2022). However, according to the CIPD, (2023f) both internal and external take up of mediation by employers appears low. Taylor and Woodhams (2022) suggest this is because of the voluntary aspect of mediation and the inability to resolve all types of disputes. 

Arbitration is another option for resolving disputes, it can be collective, involving a group of employees and the employer or individual arbitration, typically for disputes around unfair dismissal or flexible working (ACAS, 2022b). The arbitrator assesses the evidence and reaches a binding decision, according to (Taylor and Woodhams, 2022) take up of this service is also low.  



















5) Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1)

Former employees, with more than two years’ service can raise a claim of unfair dismissal for a reason that breaches law, such as pregnancy or for a lawful reason such as misconduct but they believe the dismissal was unreasonable (Daniels, 2022). 

The test used to determine reasonableness is the is the band of reasonable responses test (Daniels, 2022). It’s not about questioning if the act of misconduct was fair to dismiss, rather, the actions of the employer were reasonable in reaching the decision to dismiss (Armstrong and Taylor, 2023). 

The employer must show they have applied a fair and thorough approach to the investigation. Including for the more serious reasons of dismissal for misconduct, such as fighting or breach of trust and confidence (Armstrong and Taylor, 2023). The employee must be given a fair process, the right to be accompanied and given the right to appeal (CIPD, 2023d).

In cases of capability, the importance of ensuring a thorough process will require communication between management and employee about their concerns with performance, giving warnings, allowing for improvement and managing expectations of what might happen if they do not (Taylor and Armstrong, 2022). Likewise, if the lack of capability is due to the employee’s ill health, the employer should act reasonably, allowing the employee time to improve, implement reasonable adjustments to help them improve to the standard required, paying particular attention to the Equality Act, 2010 (Daniles, 2022). 

The requirement of the manager to commit to the training required for performance plans and to manage expectations is important in the act of ‘reasonableness’ when determining if a thorough process took place. 


















6) Analyse key causes of employee grievances. (AC 3.2)

Employee grievances arise for a variety of reasons and often give further insight into broader workplace challenges and the culture (Taylor and Woodhams, 2022). Understanding grievances are crucial for maintaining a harmonious environment and ensuring compliance with legal standards. 

Excessive workload and stress can be a contributory factor of dissatisfaction, 
and one of the main reasons cited by the CIPD as a main cause of long-term absence, this impacts the health and wellbeing of employees leading to burnout, and costs organisations more which impacts productivity (CIPD, 2024c). 

An independent report for ACAS, highlights those who suffer with mental health concerns due to conflict, continue to stay in work which negatively impacts on productivity and costs organisations between £590 million and £390 billion annually (University of Sheffield Management School, Urwin, P, 2021).

Bullying and Harassment in the workplace are significant issues, according to the CIPD, 15% of employees experienced bullying or harassment at work in 2020, which can lead to severe emotional and psychological distress (CIPD, 2020). Employers are legally required to address these issues, (Daniels, 2022) but they often persist, causing significant grievances. 

Issues relating to pay and benefits are other sources for grievances, employees often feel undervalued if their compensation does not reflect their contributions, or if there are pay disparities between colleagues performing similar roles, which can be unlawful (Daniels, 2022). According to the Office for National Statistics, issues over pay are a frequent cause of industrial action in the UK (ONS, 2020). 


















7) Explain the skills required for effective grievance and discipline-handling procedures. (AC 3.3)

Effective grievance and discipline-handling procedures require a range of skills to ensure fair and constructive outcomes. These include communication, problem-solving, empathy, consistency, legal knowledge and documentation. 
The ability to understand relevant employment laws and the organisations policies is vital so that grievance procedures are complaint with legal standards. This knowledge helps prevents legal challenges whilst ensuring that all parties rights are respected (Bratton and Gold, 2017).
Furthermore, the right to be treated fairly and the concept of social justice forms the basis for ethics and dignity at work, this is characterised by a set of behaviours that should be adopted by working professionals in the CIPD profession map (CIPD, Profession Map). One of which is empathy, this helps in understanding the emotional aspects of the employees’ concern. Golman (1995) highlights an empathetic approach can foster trust and a more positive resolution process (Taylor and Woodhams, 2022). 
Accurate documentation is an important factor when handling grievances and disciplinaries because it is important for transparency and reference. Detailed records provide evidence in disputes and help review the consistency and fairness of decisions made (CIPD, 2023d).
Applying consistency in policies and procedures is important for fairness and maintaining trust in the process. Inconsistent handling of similar cases can lead to perceptions of bias and unfair treatment, this is outlined as another part of the ethical standards to adopt in the CIPD profession map. 
 












8) Advise on the importance of handling grievances effectively. (AC 3.4)

Proper grievance handling is essential for legal compliance and risk mitigation. UK Employment law mandates that employers follow a fair procedure when dealing with grievances (Daniels, 2022). Examples include the right to a fair hearing, to be accompanied, the right to appeal and dealing with the grievance in a reasonable time (CIPD, 2023b). Failure to comply with these standards can lead to claims of unfair or constructive dismissal, potentially resulting in significant penalties and reputational damage (ACAS, 2023).

Effectively managing grievances can enhance morale which can improve productivity, presenteeism and retention. This can help foster a positive environment where employees feel their concerns are taken seriously and addressed promptly, as a result they will remain committed to their organisation as highlighted by the CIPD, (2023b). The ability to effectively handle grievances requires a set of skills from managers, however, research conducted by the CIPD, (2020) highlighted gaps that remain in manager competencies in dealing with conflict.   

Interestingly, Ulrich in Mullins (2007) noted that future managers will need to adopt different management styles to allow for the changing nature of work environments, including the psychological contracts, which highlights further the importance of manager training. 

Furthermore, effective grievance handling helps in early conflict resolution, preventing issues from escalating. This proactive approach can save time and resources as well as promoting a harmonious environment (Taylor and Woodhams, 2022). 

























9) Explain the main provisions of collective employment law. (AC 4.1)

Collective employment law governs the relationship between employers, employees and their representatives, typically trade unions. It incorporates various provisions aimed at regulating collective bargaining, industrial action and the recognition of trade unions. 

Trade unions must be formally recognised by employers to negotiate on behalf of employees, and they must be able to participate in their activities without restriction from their employer (Taylor and Woodham, 2022). It is unlawful for an employer to dismiss an employee for being a union member or taking part in union activities, or for an employer to discriminate against a trade union member during the recruitment process (Taylor and Woodhams, 2022).

The law affords unions increased say around issues at work, disputes around pay, working conditions and health and safety concerns, all of which can be negotiated by the unions and the employers would need to allow as they are protected by law (CIPD, 2024e). There is protection for union members if they strike, providing they have followed the rules set out by law, ie, fair balloting, informing the employer about who will be striking, and keeping to the time frames between holding a ballot and starting strike action. 

Failure to follow these guidelines, means they would not be exempt from the legal protection and could be liable to pay fines for the disruption their action has on the organisation (Taylor and Woodhams, 2022). 


























10) Compare the types of employee bodies, union and non-union forms of employee representation. (AC 4.2)

The role of the Trade Union negotiates on improvements in pay, better working conditions and other workplace issues (Armstrong and Taylor, 2023) and engages in collective bargaining to achieve those better terms and conditions (TUC, 2023).  Unions also offer representation to employees during grievance or disciplinary procedures to ensure employees have a voice (ACAS, 2024). 

Unions have the protection from various laws, for example the Trade Union and Labour Relations Act 1992, these outlines their role in representing employees (Daniels, 2022). They also represent members across entire industries, which allows them to negotiate matters on a much larger scale. 

However, unions may occasionally have a strained relationship with employers (CIPD, 2023e) this can impact on the culture of an organisation. Furthermore, the union is collectively representing all employees, but this may not necessarily mean all employees are feeling the same way, which could impact on collaboration in the workplace. 

Non-union forums or work councils are consultative bodies that discuss issues relating to workplace policies, changes in working conditions and other employment-related matters (CIPD, 2023). There are employee voice bodies which make suggestions to management directly through surveys, committee meetings and dedicated representatives without the need for a formal structure of a trade union (Armstong and Taylor, 2023).

Non-union forms of representation are often seen as more flexible, and cooperative compared to unions as they are typically less adversarial and more integrated into the organisations structure (Gollan, 2012).  






















11) Evaluate the purpose of collective bargaining and how it works. (AC 4.3)

Collective bargaining is a fundamental aspect of industrial relations, aiming to establish a balanced and fair negotiation process between employers and employees. Its purpose includes working conditions where collective bargaining seeks to negotiate better terms for wages, hours and other working conditions (Daniels, 2022). 

This ensures fairness and adopts a healthy work environment, although Taylor and Woodhams, (2022) liken it to a power association between employees and management to arrive at a suitable outcome. Dundon et al (2017) have noted the process of collective bargaining with unions as more of a collective acceptance that includes influencing, as well as warning of sanctions to achieve the results needed for the employees, which may not be harmonious (Armstrong and Tylor, 2023).

The outcomes from collective bargaining can be drawn upon in three ways, substantive agreements, which set out agreed terms and conditions to the disputes that have gone through collective bargaining (Armstrong and Taylor, 2023). Procedural agreements set out the processes that need to be followed and the expectations of behaviour by which employees must conduct themselves. Partnership agreements are a cooperative approach to moving forward and working more harmoniously. 

A study conducted by Roche (2009) concluded that partnership agreements did not increase security for employees, but employers felt that there was a better working relationship between both parties, and the unions gained more members (Armstrong and Taylor, 2023). Thus, highlighting a lack of trust from the collective bargaining process.
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