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Do Quest Report

Employee Voice and Engagement (AC 1.1)
It is crucial for organisations to have an engaged workforce, they are committed to the organisation and feel positive about their job (Truss et al, 2006). Engagement is complex to define, but Alfes et al (2010) believe that engagement has three separate areas – intellectual, affective and social engagement. Another theory suggests that employees express their engagement depending on the output and resource that they receive, otherwise known as the social exchange theory (Saks, 2006). Engaged employees have the opportunity and platform to use their ‘Employee Voice’, employees can express their opinions and concerns enabling them to influence certain decisions that directly affect them (CIPD, 2019).
Since the pandemic, the workplace has evolved with social technologies such as Microsoft Teams to replace face to face meetings and hybrid working (CIPD, 2024a). These advancements allow employees to maintain their voice as they can communicate from anywhere. Communication is key with hybrid working practices, if managers are not leading, it can cause ineffective team working and a lack of information flow (CIPD, 2024b). Some employees feel disconnected and do not want to participate in meetings or online forums due to negative consequences online (CIPD, 2022). This leads to employee silence and dissatisfaction, organisations should focus on those that are silent and allow channels to express their feelings such as anonymous online surveys. 
Another emerging development for employee voice is the use of whistleblowing and disclosing any malicious behaviour within the workplace (CIPD, 2024c). Employers should implement policies allowing for a ‘speak up culture’, alongside of a whistleblowing policy they could include other policies such as diversity and inclusion, harassment and bulling and a grievance policy. These enable employees to raise important issues that are occurring in the workplace without having the fear of being reprimanded. The whistleblowing legislation in the Public Interest Disclosure Act (1998) covers that employees cannot treated differently by their employer for whistleblowing, evidence of this could be brought forth in an employment tribunal. 

Employee Involvement and participation (AC 1.2)
There are many levels of employee voice within an organisation, but these can be split into direct and indirect employee voice. Employee involvement is unitarist approach and type of direct employee voice that allows employees to have a direct line of communication with senior management and with those that make decisions (Armstrong & Taylor, 2020, p.555). Employees are actively encouraged to share their thoughts and ideas and have some level of influence and contribution to the organisations’ decision-making process. On the other hand, employee participation involves a pluralist view of the employment relationship and is a level of indirect employee voice through the use of representatives and consultation methods such as collective bargaining (Armstrong & Taylor, 2020, p.556). Employees are still given the opportunity to express their opinions but this is being put forth by third party involvement in a collective way using employee representatives and trade unions (CIPD, 2024a). 
By providing these platforms for employee voice, organisations are building trusting relationships with their employees and allowing them to contribute to organisational improvement (CIPD, 2024a). Both types of employee voice provide employees with more autonomy over their working conditions creating a positive workplace culture and a tailored working environment for employees. However, those in decisions making roles need to actively listen to the concerns and opinions brought forth by employees, especially to make a consultation process successful (Townsend & Loudoun, 2016). If employees feel valued and ‘heard’ then they will be more engaged with the organisation and they will also be invested about the success of the organisation (Linkedin, 2023). Research also shows that when employees are empowered to share their true thoughts and feelings, it can improve rates of retention and job satisfaction (Gallup, 2024). 

Driving Engagement (AC 1.3)
Meetings are an effective way for employees to address their concerns in an informal or formal way (CIPD 2023). Employees can build trusting relationships with their peers and share their expertise to assist with work-related issues (CIPD, 2023). However, research shows that unstructured meetings can be counterproductive which negatively effects employee voice (Allen et al, 2015). Do Quest can also utilise employee surveys, they can be easily distributed on the intranet or social media and can provide a large amount of data and assesses the effect of change within the workplace (Armstrong & Taylor, 2020, p.555). However, surveys can be difficult to analyse and timely which will not provide real time feedback (CIPD, 2013). Do Quest could use newer technologies and introduce an employee app to help with those that are working from home. By implementing an app, Do Quest could share important information to users quickly allowing collaboration between teams as this can be accessed on any device (CIPD, 2023). Employees have a direct line of contact with senior management and can receive immediate responses, they can also access a plethora of information needed for their role (Armstrong & Taylor, 2020, p.556). Due to individual differences, employee voice cannot be expressed through only one platform as some employees could struggle using an app (CIPD, 2024a). 
In addition, Do Quest could also focus on drivers to engage employees further. According to Macleod and Clarke (2009), line managers play a crucial part to engage employees by providing role clarity, support and showing appreciation. If an employee has an ineffective line manager, it could lead to disengagement and affect employee voice. Further training should be provided to managers to ensure that they have the skills to lead effectively, this investment could further develop managers and promote a positive culture (People Management, 2022). Another approach is providing further opportunity for progression. Providing development opportunities contributes to improving skill and confidence and provides a pathway for growth (Armstrong & Taylor, 2020, p.274). This could be through internal promotions, responsibility, training or performance management. However, the effectiveness of this also circles back to the capabilities and competencies of the manager (Armstrong & Taylor, 2020, p.277).



Employee Voice and Organisational Performance (AC 1.4)
Providing employees with a platform to express their employee voice creates a reciprocal relationship between employee and employer and can improve the trust and loyalty to the employer (Armstrong & Taylor, 2020, p.278). According to the CIPD, employee voice can improve performance within organisations as employees can communicate ways in which operations can be improved (CIPD, 2024a). Employees that are involved with the decision-making process positively influences organisational performance (Boxall & Purcell, 2022). Offering multiple ‘employee voice’ platforms creates more positive attitudes in the workplace which in turn demonstrates higher levels of performance (Purcell et al, 2004). 
However, most of the literature focuses more on the relationship between employee voice and engagement rather than with performance (Lawler and Worley, 2006; Boxall and Purcell, 2022; Rees et al, 2013). The relationship between employee voice and organisational performance is complex as it is hard to measure the direct relationship between these variables due to external factors and it is hard to show direct causation. Other factors could affect performance or employee voice, such as benefits packages (Mowbray et al, 2020). It is also difficult to measure both employee voice and performance as the measures used are normally qualitative, this is subject to individual differences and these biases may not report accurate results and could sway research (Aczel et al, 2015). 
However, research has demonstrated that there could be a negative relationship between employee voice and low performance ratings (Milliken et al, 2003). Voicing negative concerns to other managers could improve organisational performance but it might not advantage the person that has voiced them (Detert et al, 2013), this could create issues within teams and lower the individuals’ performance. Employees may also withhold their opinions and are ‘silent’ due to recipients potentially perceiving their opinions as negative or threatening (Detert et al, 2010). In a hierarchical business, employees do not want to express their true feelings to management, providing a distorted view of performance and senior leaders do not understand the bigger picture (Tourish & Robson, 2006). 

Better Working Lives (AC 1.5)
It is easy for employees to become overwhelmed so it is important for employees to have a healthy relationship with work and to have a good work-life balance. The CIPD’s Good Work Index (2024d) survey measures ‘good work’ and job quality, referring to a workplace being supportive, creating motivated and productive organisations with strong economies. According to the survey, there are seven key factors that contribute to ‘good work’ which are; pay and benefits, contracts, work-life balance, job design, relationships, employee voice and health and well-being (CIPD, 2024d). Do Quest could benefit by focusing on some of these key areas so that they can promote ‘good work’ within their organisation.
Health and wellbeing should be regarded as a priority and is a core part of positive employee engagement and high performance (CIPD, 2024d). Employers have a duty of care to its employees and should ensure to support employee’s health and wellbeing including their mental health (ACAS, 2023). It was also reported that there was an increase in long term sickness and stress levels of employees. Do Quest could implement wellbeing initiatives to provide support for employees to prevent them from ‘burn out’, such as implementing a policy to support mental health and wellbeing, one to ones with managers and providing support (Mind, ND). 
Relationships at work and creating trusting relationships has relations to positive attitudes in the workplace such as commitment to the organisation, job satisfaction and retention (Aryee et al, 2002). The Good Work Index (CIPD, 2024d) had a big focus on conflicts within organisations and those who reported conflicts reported lower satisfaction in their role and no loyalty to their organisation. Do Quest should stay ahead of this and work on solidifying and building trusting relationships to engage their employees. They could invest in management training to identify and fix workplace conflicts and to make more efficient processes to reduce overwhelm and ‘burnout’ (CIPD, 2024d).
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Organisational Conflict and Misbehaviour (AC 2.1)

Organisational conflict occurs due to adjustments and compromises between employees and employers (Armstrong & Taylor, 2020, p.720), it could be positive or negative due to the workplace being a diverse place with differing opinions (CIPD, 2020a). On the other hand, if an employee decides to take individual action that opposes the values of the organisation then this would be employee misbehaviour (David et al, 2009), examples of this include theft and fraud. If either of these types of disputes are not resolved, it could lead to official or unofficial industrial action.
Informal conflicts occur between teams due to disagreements and clashes of personality. These should be dealt with internally and at a fast response so that disputes can be resolved and reduces escalation (CIPD, 2022). Go Quest should ensure that their managers have the skills to deal with workplace disputes so that they can repair relationships through mediation instead of needing formal intervention. Formal conflict occurs when all efforts have been taken to solve a dispute or when behaviours occur which go against policy and procedure (CIPD, 2023a), these behaviours could also be potentially unlawful and could affect the organisation’s reputation such as going against the Equality Act (2010). This usually involves the HR team as a more investigative process is needed due to policies and procedures of misbehaviours.

Unofficial and Official Action (AC 2.2)
Although the use of trade unions is in decline, if workplace conflict continues and negotiations have been unsuccessful, it could lead employees to take industrial action through the union (ACAS, 2024a). There are two types of industrial action which are official and unofficial action. 
When employees take unofficial action, this has not been authorised by a trade union and is therefore unlawful (ACAS, 2024a). This applies if the trade union has not abided by the rules and the law for the industrial action. Those partaking in unofficial action have less legal protection and have no claim to unfair dismissal claims from their employer if they are dismissed whilst striking – unless they were dismissed against protected circumstances (CIPD, 2024). Employers also have the right to withhold pay from those partaking in an unofficial action (People management, 2022).
If employees take official action it has to be in line with the organisations’ expectations and has to be approved by a trade union that abides by the law, the action will therefore be protected by the Trade Union Act (2016). As employees are protected, they cannot be unfairly dismissed by their employer for taking strike action for at least 12 weeks (ACAS, 2024a). To be official, a ballot has to occur to allow employees to decide upon the industrial action that they will be undertaking and a majority vote has to be achieved before commencing.



Conflict and Industrial Sanction Trends (AC 2.3)
Workplace disputes and industrial sanctions are everchanging with new legislations and are shaped by strategies. It is important for Go Quest to research current trends to stay informed and adapt their strategy to avoid disputes. 
The UK experienced an increase in strike action in 2022 compared to previous years in the education, transport and health sectors (ONS, 2023). The strikes were related to inflation and the rising cost of living. The Strike Act (2023) legislation was introduced to reduce the disruption of strike action on the general public so that employees can still exercise their right to strike. If trade unions fail to comply with these rules, the strike will be marked as unlawful. 
However, ACAS (2024b) highlighted an increase of individual complex cases going to an employment tribunal over collective disputes. The relationship between trade unions and employers has changed and employers are partnering with unions to seek resolutions (CIPD, 2023b). Current reported cases are related to whistleblowing and discrimination claims and managers seeking advice regarding grievances, dismissals and disciplining (ACAS, 2024b). These conflicts rely on policy and process to address their issues and effective reporting channels for employees to address their issues. Management training is crucial to provide early intervention to mediate and resolve the conflict instead of it escalating to a more formal process (ACAS, 2024b).

Conciliation, Mediation and Arbitration (AC 2.4)
Mediation is used to resolve workplace disputes privately and informally at any point of the dispute (CIPD, 2023a). This method seeks to mend relationships by facilitating and encouraging healthy communication by exploring both sides of the dispute to find a resolution. The mediator stays impartial throughout this process and only oversees it so that both parties can reach a fair resolution, the resolution is usually an agreement which is not legally binding (CIPD, 2023a). 
Conciliation is similar to mediation, but the conciliator acts as a go-between and encourages both parties to reach a solution by explaining the legalities (Armstrong & Taylor, 2020, p.550). This can be used before or after a claim is made to an employment tribunal and both parties need to agree to take part (GOV, NDa). Conciliation has more involvement as they advise and can intervene to recommend solutions or settlements, those participating can accept their advice but ultimately, the decision lies with both parties (ACAS, 2022a). 
Lastly, Arbitration is a structured process where a third party ‘arbitrator’ considers both sides of the dispute and actively decide to resolve the matter (ACAS, 2022b). The arbitrator is impartial and bases their decision on the information presented to them at the hearing that is presented by each party. The outcome of arbitration is legally binding, such as the employment tribunal decision, and both parties must agree to accept the arbitrator’s decision before proceeding with arbitration (ACAS, 2022b).





Unfair Dismissal Legislation (AC 3.1)
The Employment Rights Act (1996) addresses rights to avoid unfair dismissal, however, this could occur under certain circumstances; less than two years of continuous service or they are not an employee. This could change under the Labour government as they proposed changes to these rights (Labour, 2022). If an employee has been dismissed unfairly, they can take it to an Employment Tribunal.
Misconduct dismissals are possible according to the Employment Rights Act (1996) but the employer needs to ensure that they follow a fair process. Organisations usually have a misconduct policy that sets rules that employees need to follow. A fair procedure provides the opportunity for employees to explain their behaviours and have reasonable time to improve, if it is not an extreme case of misconduct. Employees must also have the chance to appeal the decision and a thorough investigation should take place (GOV, NDb). 
If an employer wishes to dismiss on grounds of capability, the Equality Act (2010) should be considers which protects employees with protected characteristics. Employees cannot be dismissed due to disability or be forced to resign (ACAS,2023). Employers must ensure to look after the employee’s wellbeing and make reasonable adjustments, if this is not possible then it’s possible to dismiss due to capability by following a structured procedure and seeking legal advice (ACAS, 2023). ‘DB Schenker Rail Ltd v Doolan’ (2011) outlined the issues when dismissing an employee without taking the reasonable steps to understand the employees’ condition.

Employee Grievances (AC 3.2)
A grievance is a formal complaint procedure where an employee raises issues that they have experienced (ACAS, 2024c). This usually occurs after an informal approach or to address a serious issue. Most organisations have a grievance policy in place to follow a thorough process, alternatively the ACAS Code of Practice should be followed (ACAS, 2015). 
The causes of grievances vary between industries but a recent report showed that the top reasons were bullying and harassment and workplace relationships (Personnel Today, 2023). Workplaces have evolved providing flexibility through remote and hybrid working, however, managers are failing to identify toxic behaviours (Fox and Partners, 2022). The report highlighted new patterns of bullying on these platforms which are not being addressed and are creating a negative culture. Those who are working remotely have limited opportunity to speak to their co-workers informally, this is affecting their relationships and makes it difficult for new employees to establish relationships due to the lack of normal socialisation (Hales et al, 2021). 
The quality of management has effects on bullying within teams, some managers fail to address bullying when it is presented (Holten et al, 2017). Organisations should introduce technologies that can improve employee voice and provide a platform to talk through their problems (Alexander, 2019).  Employers should also provide adequate training to provide managers with the skills to deal with to prevent the dissolution of relationships and future grievances (CIPD, 2020a). 



Skills for Discipline-handling Procedures (AC 3.3)
Discipline-handling procedures can be difficult to navigate and require certain skills to be effective and avoid negative outcomes for the organisation. Individuals must be effective communicators including showing empathy, decisiveness and actively listening (Indeed, 2023). Employees should be encouraged to share their voice and they need to be actively listened to so that they feel ‘heard’. Do Quest need to ensure that its managers are being impartial and empathetic to understand why the individual behaves in a certain way.
Organisation and staying in control of the situation are important skills (ACAS, 2014), disciplinaries and grievances involve certain procedures which need to be followed to provide employees with a fair and consistent process. Those dealing with these procedures need to ensure that they have a plan for the meeting and that they have their evidence ready to relate back to such as company policies. It can be an emotional process so those leading the process need to be firm and professional to achieve an outcome (ACAS, 2014). 
Lastly, problem solving is a beneficial skill as the direction of the meeting can change rapidly. Professionals need to establish the root of the cause and then decide upon the next course of action based on the evidence presented (Armstrong & Taylor, 2020, p.721). This can be difficult by having to think on the spot and ensuring fairness and consistency towards the employee and the outcome of the meeting. 

Handling Grievances (AC 3.4)
The grievance procedure ensures a fairness and consistency with employees need to be dealt with in a timely manner (CIPD, 2023d). A procedure or policy ensures that employees are adhering with legislation and it outlines the reporting procedure for employees. Providing platforms to share concerns helps with employee engagement and morale as employees feel that they have been listened to (Balamurugan et al, 2016). Handling grievances effectively strengthens the relationship between employees and employers and helps to maintain a productive and positive culture (Gomathi, 2014). 
There are detrimental risks of mishandling grievances which can be costly, ACAS (2015) reported over £360 million of costs were spent on grievances (Kitney, 2023). This fails to include the costs of an Employment Tribunal if the issue was not handled correctly. The Blackburn V Aldi Stores Ltd (2013) case highlighted that the grievance was not dealt with correctly and therefore the employee resigned and claimed constructive unfair dismissal, the court sided with the employee. The grievance process should be handled with in a timely manner as this can have effects on the employee’s mental health and wellbeing, employers need to safeguard their employees by dealing with grievances and finding a solution promptly (CIPD, 2023d). This could impact not only the employee but the team’s performance as it can causes frustrations and withdrawal in the workplace, it could also lead to an employee's resignation such as the Blackburn v Aldi case.




Collective Employment Law (AC 4.1)
Collection Employment law in the UK is a branch of legislation that provides protections to trade unions, allowing employees to have the right to actively join trade unions and participate in activities without their employer interfering (Taylor & Woodhams, 2016, p.45). According the Trade Union and Labour Relations Act (TULRA, 1992) it is unlawful to refuse employment, dismiss or an employer acting on detriment towards an employee if they are a part of a trade union or if they refuse to be a part of a trade union (Daniels, 2022, p.158-160). 
Collective employment laws protect employee rights and trade unions negotiate with employers regarding subjects that are covered by collective bargaining (Daniels, 2022, p219). Collective bargaining refers to the negotiation of terms and employers must disclose the required information (GOV, NDc). Before negotiations, trade unions must be recognised by the employer and must make the request under TULRA (1992). Employers can accept or deny this request and use ACAS to assist, if a decision cannot be agreed then the union can apply for statutory recognition through the Central Arbitration Committee (CAC).
Other provisions of collective employment law include industrial action and picketing. Industrial action that is official is protected by industrial action laws (ACAS, 2024a). If industrial action unofficial, the trade union has failed to uphold the rules of industrial action and it break industrial action law. Employees taking part in unofficial industrial action could be subject to dismissal (GOV, N.D).

Employee Representation (AC 4.2)
Employee representation is crucial for employee voice and there are numerous employee bodies in the form of unions, work council, employee committees and individual consultation (Linkedin, 2024). These are unionised and non-unionised groups and even though they have their differences, both provide a platform for employees to have a voice and they act on behalf of the employee to fight to improve their rights.
Unions appoint representatives through an independent union and employers recognise the union which enables them to complete collective bargaining (ACAS, 2014a), the union negotiates with the employer to reach an agreement (Unison, ND). They can also take official industrial action if they cannot reach an agreement. Unions are covered by legislations including the Trade Union and Labour Relations (Consolidation) Act (1992) and Employment Rights Act (1996) which protects those involved from unfair dismissal and detriment relating to union activities. It also allows for paid time off for members for duties relating to the union and for training opportunities (ACAS, 2014a). 
Non-Unionised groups such as employee forums and works councils are usually complied with volunteers from those who work internally at the organisation and is a type of unofficial action (Indeed, 2022). Non-Union group not only look at collective matters, they also deal with individual matters such as grievance and disciplinary matters (ACAS, 2014b). They have no enforceable rights to reach an agreement and to be paid to attend related activities and training. 



Collective Bargaining (AC 4.3)
Trade unions discuss changes to employees’ terms and conditions, this process of negotiation is called collective bargaining (GOV, NDe). Once a union is recognised by an organisation, they usually agree the scope of the negotiations that can take place which could certain groups of employees (CIPD, 2024). The aim of collective bargaining is to reach a proper negotiation that has not been discouraged in any way to an employee’s detriment or mistreatment (CIPD, 2024a). 
It is an effective way to solve workplace disputes and to improve an employee’s terms and conditions (TUC, 2024). It is harder for employees to fight for change as they may not have a platform to do so, the use of trade unions using the collective bargaining process helps to fight on behalf of union members (Joba, 2024). Collective bargaining achieves increased economic outcomes for union members, however, most of the research is from the 1970s and 1980s (Aidt et al, 2008). 
Collective bargaining can be lengthy and creates uncertainty if it leads to industrial action, its is viewed as a volatile tactic forcing the employer to react impulsively, increasing the likelihood that an agreement will not be reached (Kochan et al, 1998). However, the need for collective bargaining has declined since the 90s which could be due to the introduction of legislation that benefits the employee such as the National Minimum Wage Act (1998), the Employment Rights Act (1996) and the Equality Act (2010). 
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