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Section 1:  
AC 1.1 Review emerging developments to inform approaches to employee voice and engagement.

Employee voice is not just to focus on the negatives feedback an employee has about an employer which are found in an exit interview, but it goes further than that and is being looked at in a new and different way. (Dundon et al., 2004, Wilkinson et al., 2004).

A rise in technology with new social media, virtual communication tools and AI has changed the way organisation do things and what has become available for employees to use to relay their options and feedback. When the world was hit with the pandemic, remote working changed the way teams could communicate as meetings were not in person and tools such as MS teams and Zoom were used to keep employees engaged as the worry was that work culture would be lost working from home. Virtual surveys and polls were used to see how everyone was feeling as there was an increase in welfare concerns and organisations looking to make employee wellbeing a priority.

There is also a trend of having a less passive workforce by empowering employees and giving them the tools to make their own decisions and act instead of just having a platform to have a voice. As it is believed this gives better job satisfaction. People are also less afraid to say what they stand up for and what they believe in and against what is wrong with movements such as MeToo movement and Black Lives Matter, therefore we can see the power of social media as a tool and that we at Go Quest need to use it to hear options of our customers and staff as well as promoting our brand and culture.

There are new methods used when information is shared and how employees are consulted as many companies are looking to be more flexible and have better work practices for performance. They look to ask for more feedback and decision are made whilst including the employees. (Boxall and Purcell, 2008).

Even though trade union membership has fallen in recent years, there has been an increase in union action, as we accept the union, we need to make sure our staff can come to us first and that their voice is heard to avoid action. 



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

Employee participation is the taking part in activities with the same goal in mind that the business organises for employees to join in on. In a group setting everyone is given the same chance to come up with and share ideas. This can be a great way to brainstorm ideas and use each person’s skills to the best advantage and creates diverse pool of ideas for a task to be completed. Employee Participation empowers employees to have more control over their work and structure by having them involved with the decisions that are made about their work. (Strauss 2006)

Employee involvement is more strategic and is helping employees have more autonomy and get involved in making decisions. Employees work closely with their managers and take ownership of projects and making decisions instead of waiting for approval. It involved sharing knowledge and information to assist in the decision-making process (McShane 2003). This mostly works best in organisational structures which are flatter than those with a steep hierarchical structure, where only those at the top can make business decisions. 

Even though both participation and involvement have some similarities, there are also some differences. Looking at what activities employees do at work is employee participation and looking at it as a team rather than individuals to share skills and knowledge to reach a team goal. Whereas Employee involvement is looking more in dept on how much the employee has contributed in making quality decisions on the work and projects that they are doing to improve implementation (Denison 1990). To judge the level of impact from individuals on making business decisions and making sure they are empowered to make those decisions and have the right training and skills given to them to do that by improvement communication and giving them the tools that they need. 


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

1. 121s meetings for managers to do with their team on a regular basis either weekly or monthly with to assess progress on what is going well and what needs to be worked on and address any worries or training needs to support the employee. These can be done in person or virtually. This gives the employee a chance to speak directly on how they are feeling, although the issue with this is if they do not have a good working relationship with their manager, they will not be able to voice their concerns. 
2. Surveys – so employees can give feedback on how they are feeling and suggest improvements. This can both be done anonymously, which will enable more honest answers without fear. 
3. Tea parties/ Town Halls, where senior leaders can be asked any questions by employees and give their option on how things are or suggestions that they would like to make. Employees will feel more valued and that their options matter when someone senior is listening to them. 

Engagement happens when staff are motivated to attain hight levels of performance. Key components of employee engagement are having motivated staff who will help others as they are happy and see themselves as Organizational Citizens, commitment from staff and employee experience. Drivers for engagement include: a role which is fit for purpose and is varied and challenging enough to keep staff motivated, there are chances to give feedback as well as receiving it, development opportunities and reward and recognition for the work you do. 

Engagement needs a work culture which does both demands and promotes opportunities for staff to learn and have a work life balance as well as the sharing of information, which will help create improved continued motivation. (Macy et al 2009)

Employees need tools to help them feel more engaged such as having the tools to do their job, know where to go for support, having a voice to make suggestions and comments on how they are feeling as well as having wellbeing support and flexibility to do their role. 


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

Employee voice is when concerns are raised at work by individuals both in a group or separately (Dundon et al 2017). Giving staff the opportunity to make suggestions, voice their ideas, opinions and views which can help when making business decisions (CIPD 2019)

Benefits of employee voice are the sharing of ideas and innovation, reducing absenteeism, a role that gives meaning – social justice, engaged workforce and new ideas with diversity. Therefore, it will affect the performance of organisation in a positive way as Having a voice helps employees feel more engaged and motivated and therefore can help with their work performance and in return the overall business performance. 

Whereas the negatives are that there is a variable in the quality of employee voice (Boxall and Purcell 2010). Also, most business are more interested in producing profits and are designed for that. (Dundon et al 2017). Therefore, the full value of the voice is not shared by all.

(David Broderick 2022) from Hive, which is an employment voice platform believes “Employee voice and organisational performance go hand-in-hand”. There are many ways in how a companies performance are improved including: improved decision making, conflict in the workplace is reduced as people are able to be more open and honest about how they are feeling and resolve any issues, engaged is improved as staff feel valued and listed to, staff retention is improved which helps attrition, where companies such as Travelodge used Hive to create surveys to see what they were losing staff and to get feedback from staff to become more engaged. Employee voice does not just help the staff it helps our customers too, because when staff feel heard they are more motivated so can go above and beyond when helping customers, which in return will lead to positive feedback from our customers and mean more sales. Voice can also help employees share new ideas with us so we can launch new product lines with our clothing range and expand beyond that by becoming innovative. 


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

(CIPD 2022) talks about Better Working Lives in which staff are rewarded fairly, staff are given an opportunity to make a secure living, learning and development opportunities as well as career advancement. That they have an environment which is supportive, there is a work life balance where mental and physical health are looked after, an environment which lets employees shape their life by giving them a voice at work and for accessibility for all. 
To design this, we need to make sure we are doing the following: 
Make sure pay is fair: not just minimum wage but the wage for the work that they do and so that we are competitive in the market, also with cost of living we need to make sure that is factored in. 
Better contract terms: such as offering a stable number of hours for staff to work, flexible working including part time for those who want and need it or split shifts as well as adding family friendly policies that are above and beyond of what we are legally required to do. Companies like Admiral Group PLC offer paid time off for breast cancer screening, smear test etc so we could look to include those. 
Assistance with career development: work with our L&D departments at Go Quest to ensure a skills matrix is used to look at skills gaps within our staff members and how we will upskill them with things such as LinkedIn Learning accounts and external courses and study time off as well as being transparent on internal opportunities to promote our staff and keep them motivated. 
Staff wellbeing: offering free counselling sessions and signposting support to those who need it and encouraging a work life balance and making sure staff are happy at work and that it is an inclusive workplace. 

[bookmark: _Hlk141736412]Section 2:  
AC 2.1 Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. 

“Conflict is a process which begins when one party perceives that another party has frustrated, or is about to frustrate, some concerns of this.” (Thomas 1976 – quoted by David Buchanan and Andrzej Huczynski 2000)

Organisational conflict is an issue that arises which can be between staff members or senior managers with their team, this is often when there is a misunderstanding or tension which leads to a disagreement. You can have various types of conflict:
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Whereas organisation misbehaviour is when a staff member is doing something at work which they should not do. (Stephen Ackroyd and Paul Thomas 1999)
Informal conflict can be an argument between two individuals which is seen as a minor disagreement or clash. There may more easily be resolved by speaking to each party on what the issue is and resolving it by medicating between both during a meeting. Whereas formal conflict can be an individual bringing a complaint against an organisation for example an employment tribunal case. This can be more time consuming and expensive to resolve as well as be more damaging for a company’s brand image. Therefore, we must put steps in place to avoid this type of conflict at Go Quest. 
AC 2.2 Distinguish between official and unofficial employee action. 

When employees feel they are unable to resolve an issue at work via negotiation they may look at different types of action to take.
They may choose to take official action in the form of Industrial action with the support of a trade union and go on strike, which is when a group of employees decline to do work for an employer. Although according to (ACAS 2023): “A strike is unofficial if a trade union does not follow the rules, or employees take action that's not authorised by a union”. This type of action would me the employee is unpaid, but they are still covered by law and can not be dismissed for taking this action as long as it is via the union and has been organised. We at Go Quest would have to accept this type of action as we accept union membership. 
Whereas others may choose a more unofficial action such as: “Quiet quitting”, where they take action by doing the bare minimum in the rule but following the rules at the same time, this could also involve slowing done the pace in which they work, they could stop doing any overtime work. With the increase in homeworking this is harder to monitor as we are unable to see when employees are at their desks working. 
Another official action that is on the rise at the moment is “loud quitting” where employees show their dissatisfaction with their job/company and leave but in a more dramatic way which is published on social media and alerting all other colleagues before doing so. 

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

The above image is taken from a survey (Penny Tremblay 2021), where 550 employees were asked about conflicts since Covid-19 and the majority of people said it was the change followed by workload and morale effected by negativity in the workplace. 
Conflict can be from the task, leadership, workstyles, discrimination, and personal conflict. These can impact an organisation’s productivity, disruptions and projects (Silvera 2022). Individualisation of contracts can cause conflict with less cooperation due to change and people are given different salaries/contact terms, which can cause issues of Gender Pay Gap and people on lower salaries doing less work as they feel it is unfair and feel demotivated. It is common for people to post on social media about conflict which can have a negative impact on a business and result to even more conflict resulting in disciplinaries and terminations. 
Signs of informal conflict: quiet quitting, absenteeism, presenteeism, theft, negativity on social media and misconduct. Whereas formal conflict would be grievance received, industrial action and disciplinary (CIPD 2020).
Therefore, it shows what are the key factors Go Quest need to consider when working on our plan to reduce conflict in the workplace as the number industrial actions that are taken over the years has increased. 
We also know that the strike action outside of our business also impacts us greatly, with the increase in Rail and postal strikes in recent years impacting staff travelling to work and our clothing parcels arriving to our customers, we have also seen added costs of using alternative providers. 
There is a shift from longer strikes to more strategic short strikes. As it is believed that having a more intense strike action with less days works better compared to drawn out one. Choosing key dates for an organisation will make more impact. Unions plan single day strikes to create public awareness like protests/rallies do and impact the reputation of a business and disturb operation (Macnamara 2023).
Theres an increase in Injunctions in response to official strike action to stop them. A recent survey in XpertHR showed that 10% of employers facing action would consider an injunction, with courts siding with employers often. (Baker 2010). 

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

(Kathy Daniels 2022) says that conciliation is when you sit in a room with both parties of the dispute and bring them together to come up with a solution to their issues. Acas can support in this, and it hopes to resolve the issue before going to an Employment Tribunal. Whereas Arbitrations is when an independent body like ACAS is involved in the process to look at the situation and evaluate it and find a solution. The solution they find does not have to legally be followed but is strongly suggested and only works if both sides agree. Similarity to Arbitration, Medication also has Acas supporting the process, but the solutions given do not have to be accepted and are more of a suggestion which they can choose to accept. 

(A. Huczynski and David A Buchanan 2009) have said that mediation needs to have a 3rd party present to help with the discussion who is neural and can use “reason, persuasion and the presentation of alternatives” to help achieve a negotiation. Whereas Arbitration has solutions to conflicts with the “authority to impose an agreement that is binding on the parties in conflict”

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

It is important to look at the well know case of: British Home Stores Ltd v Burchell [1978] as it has a set test for deciding if an employer has acted reasonable in dismissing staff when it comes capability and misconduct at Employment Tribunals. 

We need to look at the Employment Rights Act 1996 as this is the law relating to unfair dismissal. It states that there are a few things that need to be be shown by an employer to win against a claim of unfair dismissal, which include that there was competent reason for the dismissal, it also must be fair (5 reasons can be used that are stated in the law). Also, that the employer acted reasonable when dismissing the employee. 

(The houses of commons 2022) state that in the Employment Rights Act 1996 – part 10, protects employees from unfairly being dismissed. If an employee has worked for a company for at least 2 years, they could look to bring a case forward to sue for unfair dismissal.  
It also listed the reasons that employers can use to fair dismissal, which include: “capability or qualifications, conduct, redundancy, statutory restriction of employment or some other substantial reason justifying dismissal”.

If a case is bought to tribunal, they will also look to see if fair process and procedures where used which are the “ACAS Code of Practice on Disciplinary and Grievance Procedures”. Companies as a minimum should follow the Acas code.

There are times when automatically the dismissal can be seen as unfair, this is when employees are dismissed for joining a union, asking for their statutory rights and family leave. Therefore, we at GO Quest need to ensure any dismissals we do follow the rules and regulations set. 

AC 3.2 Analyse key causes of employee grievances. 

(Kat Baker 2010) stats that the there has been a dramatic increase in the number grievances stating poor relations between staff and line managers, with nearly 39% / 4 in 10 cases resulting to this compared 2008 where it was only 1%.

(Ashleigh Webber 2023) from Personal today has said “Nearly a third (30%) of employers have seen employee grievances rise over the past two years” It has been found that although the main reason for grievances has been relationships between staff and members. There are also increasing cases around pay due to the cost of living affecting many. The 3 main reasons found were: Bulling, management relationship with their team and relationships with others.

Also, in recent times there is more serious action taken over cases where banter was previously used as an excuse and the offence ignored. But due to having more diverse and inclusive workforce and the focus on employee voice we have been able to train staff better to know that they can speak out if something is not right. Virtual work people have been able to put a grievance in writing without the worry of being in the office and having to see the person they put it in against so that has enabled more people to say how they feel. Also the negative of virtual work has sometimes strained more relationships as there can be miscommunication via email and teams, whereas in person they could be resolved. 

Therefore, we need to look at our own stats at Go Quest to see the trends and how we can overcome the issue of an increased number of grievances. 

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

The key skills needed to handle workplace complaints and disciplinaries is to be sincere, so they know you genuinely care about their wellbeing and show empathy. It is also about having good communication skills, both for in person meetings, emails, and Virtual tools like Zoom and MS teams to do meetings, making sure you are asking open ended questions and not putting words in their mouth and letting them speak, so therefore showing the skill of active listening. While also being able to note take accurately so this can be used for audit purposes and also if there is an appeal after the decision has been made, it is important to put down the facts of the conversation as accurately as possible without adding to it with any feeling you were having during the meeting. Also being able to make decisions for the outcome of meetings and not being indecisive and making sure it is a fair and just outcome in line with our companies policies at Go Quest and in line with the guidance from Acas which should be used as a minimum. Therefore, HR policy knowledge is very important as otherwise we could find ourselves facing a court case. It is very important that we look at any skills that are missing from our current staff and give the coaching and training to become better at conducting disciplinary and grievance meetings and that junior staff are supervised initially to avoid any issues. 

AC 3.4 Advise on the importance of handling grievances effectively. 

(Andrew McConnell 2014) looks at why it is so important to handle grievances with care because if it is not done correctly and the there is a breach by the employer on the contract then when the employee resigned they can put in a claim for constructive unfair dismissal. This is not just for breaching what is written in the contract but also with the way they treat the employee and handle their grievance.  

It is always better to make sure we look at ways to improve our business before we get a grievance but once a grievance is put in, we must deal with it in a timely manger and make sure it is fair and documents and an outcome is given to the employee. We need to ensure we follow the Acas code of practice on disciplinary and grievance procedures as a minimum. We can look deal with grievances informally or formally depending on the situation and the preference of the employee. It is important we keep communication open, and the employee feels it is a safe to say what their concerns are and that we are listening to them. If we fail to deal with grievances correctly it can lead to attrition problems with staff leaving but also can cost us a lost in legal cost for any cases bought against us and our public brand can be tarnished. 


AC 4.1 Explain the main provisions of collective employment law. 

According to (Oxford References 2023) it “regulates the activities and behaviour of trade unions, works councils, and employers' associations and the pattern of interaction between the two sides of industry”. It looks at various things that can be of a concern or issue with things such as workers right to have collective consultation, trade unions to be able to operate, be recognised collective bargaining and for the use of industrial action in the UK such as strikes, lockouts and other action. 

There is a shift from collectivism to individualism in how employees engage with their employers. With a focus on interactions between management and representatives of trade unions, encompassing collective agreements, negotiations, and the resolution of disputes. (Armstrong 2009)

Trade Unions become recognised voluntary by the employer accepting to recognise them or if not then it can be achieved by going to the CAC and go the stator recognition route if the organisation has a minimum of 21 workers. (Millard 2023)

If a workers strike, it's considered "official" if union supports/approves it. If multiple unions are involved, all need to agree.  The workers from the union that didn't agree are in unofficial action. If the workers are not part of any union, it's neither official nor unofficial, but they still have rights against unfair dismissal, like during an official strike. (Reuters 2023)

Collective agreements achieved though collective bargaining can bring change to employment terms/conditions.

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

(Robert Hill 2022) states that there are various ways employees can be represented including “trade unions, work councils and employee representatives”. 

Trade unions and work councils can work together to represent but have different roles, such as the trade union will be focusing on things such as collective bargaining, whereas councils can help with information and consulting.

There is also the chance to use employee representation which is neither of them and an employee association instead. Although they will not have as much power and not also best to use so can only be used for things such as consultations for large numbers of redundancies. 

(ACAS 2014) Types of representatives:

‘TUPE’, Workforce Agreement Pension, Information and Consultation, Employee Safety Representatives, European Consultative Bodies and Collective Redundancy. 

Union: Formal structure/power, collective bargaining done on the behalf of employees to negotiate terms, which can be successful due to collective strength to get the best resolution and job security being part of a Union.

Non-union: There is more direct communication to express concerns with management, although there is less collective bargaining there it more flexibility to make individual negotiations as you can focus on yourself when speaking with your manager or as part of an informal group.

Therefore, you could use a different representation depending on the situation. 

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

According to TUC, collective bargaining is “Collective bargaining is the official process by which trade-unions negotiate with employers, on behalf of their members”.

It can only be used if a trade union is recognised by an employer, for example Go Quest can use Collective Bargaining as we accepted union representation.

The focus is negotiations with increasing pay and for employee working conditions to be improved which can include, holiday entitlement, pension, working hours (Morris 2022)

Majority of arrangements made from collective bargaining in the UK are voluntary, it is good to use as it has its benefits as you can speak to a large group of workers and negotiate on terms at the same time.  

(Unison 2023) Stages: forming teams to represent sides and information gathering, trading proposals, then counterproposals before an agreement with both agreeing. This is signed and enforced, it contains duration and agreed obligations. Downside is agreements are not always followed, Grievance Resolution can discuss issues and continue the agreement.  

Positives: larger voice for workers, consistency, cooperation encouraged, binding outcomes, building relationships, if the right deal was not reached it can still be changed once the current agreement comes to an end. Negatives: not everyone is happy due to individual needs differing, costs/fees associated, and both sides may not get the outcome they wanted. (Gaille 2017)























References:
· ACAS – Acas guides on trade union and employee representation | Acas - Accessed on 02/12/23
·  ACAS - Strikes and industrial action - Acas – Accessed 01/07/23
· Ackroyd, s. & Thomas, p. 1999 Organizational Misbehaviour. London: Sage
· Andrew McConnell 2014 - The importance of handling grievances properly - Personnel Today – Accessed on 03/07/2023
· Armstrong, M (2009) - Armstrong's Handbook of Human Resource Management Practice
· Baker, Kat - Bad employee relations cited as main cause of grievances - Sutton: Reed Business Information UK; Personnel Today, 2010, – Accessed on 05/07/2023
· Baker, K 2010 - Strike injuctions: what employers need to know - Personnel Today accessed 02/11/23
· Boxall and Purcell 2010 - Strategy and Human Resource Management: Third Edition (Management, Work and Organisations)
· Business Jargons - What is Organizational Conflict? definition, factors and types - Business Jargons - – Accessed on 09/07/2023
· CIPD 2019 - CIPD | CIPD The Professional Body for Human Resources and People Development - – Accessed on 07/07/2023
· CIPD 2022  - Good Work Index 2022 (cipd.org) – Accessed on 01/07/2023
· CIPD 2022 - Managing conflict in the modern workplace (cipd.org) accessed 15/11/23
· Daniels, K (2002) Introduction to Employment Law Fundamentals for HR and Business Students
· Denison (1990) references in Amah, Edwinah & Ahiauzu, Augustine. (2013). Employee involvement and organizational effectiveness. The Journal of Management Development. (PDF) Employee involvement and organizational effectiveness (researchgate.net) Accessed 02/12/23
· Dundon et al., 2004 and 2017, Wilkinson et al., 2004 - The Routledge Companion to Employment Relations - Publisher: routledge
· Gaille (2017) - 16 Advantages and Disadvantages of Collective Bargaining – Vittana.org accessed 1/12/23
· Hill, R (2022) - 10. Trade Unions and Employers Associations - L&E Global (leglobal.law) - – Accessed on 11/07/2023
· Huczynski, A and Buchanan, D (2009) Organizational behaviour – 6th edition
· Huczynski, A and Buchanan, D (2000) Organizational Behaviour and introductory text 3rdedition
· Key Employment Rights - House of Commons Library (parliament.uk) - – Accessed on 09/07/2023
· Macey, W. H., Schneider, B., Barbera, K. M., & Young, S. A. (2009). Employee Engagement: Tools for Analysis, Practice, and Competitive Advantage. 
· Macnamara, C (2023) How To Win The Current Strike Wave // Notes From Below accessed 12/12/23
· McShane and Von Glinow 2003) references in Amah, Edwinah & Ahiauzu, Augustine. (2013). Employee involvement and organizational effectiveness. The Journal of Management Development. (PDF) Employee involvement and organizational effectiveness (researchgate.net) Accessed 02/12/23
· Millard, N (2023) - Recognition of trade unions | An employer’s summary guide to the process | esphr accessed 12/12/23
· Morris, A (2022) - Collective Bargaining & Agreements | DavidsonMorris Accessed 10/12/12
· New approaches to employee voice and participation in organizations (sagepub.com) – Accessed on 11/07/2023
· Oxford References Collective employment law - Oxford Reference - – Accessed on 13/07/2023
· Penny Tremblay 2021 - Current Workplace Conflict Trends | LinkedIn
· Reuters, T 20023 - Official industrial action | Practical Law (thomsonreuters.com) accessed 25/11/23
· Silvera, C (2022) - 5 types of workplace conflict—and how to deal with them - Agility PR Solutions – accessed 17/12/23
· Strauss (2006) referenced in Employee Participation and Employee Retention in View of Compensation - Komal Khalid, Samina Nawab, 2018 (sagepub.com) Accessed: 16/12/2023 
· The Link Between Employee Voice and Organisational Performance - Hive - – Accessed on 19/07/2023
· TUC - Collective bargaining | TUC - – Accessed on 22/07/2023
· UNISON - Negotiating and bargaining | What we do | UNISON National - – Accessed on 11/12/2023
· Webber, A (2023) - Employee grievances rise, according to XpertHR (personneltoday.com) - – Accessed on 12/12/2023

 
image1.jpeg
Relationship Task Process
conflict Conflict Conflict




