This report provides insight into approaches to employee voice and how these can be best used to foster engagement, performance and better working lives. It considers different forms of workplace behaviour; disputes and sanctions; the role and main provisions of collective employment law; third party interventions; and managing discipline and grievance resolution.  

A review of emerging developments to inform approaches to employee voice and engagement. (AC 1.1)

Kahn’s needs-satisfying model identifies three principal dimensions of employee engagement - physical, cognitive and emotional. (Young & Gifford, 2021). Investors and stakeholders Interests in the value that increased engagement delivers is growing exponentially as MacLeod & Clarke (2021) report employees who are cognitively and physically engaged were almost three times as likely to have positive emotions at work. 

Briône (2020) identifies seven dimensions of job quality and satisfaction which impact engagement and encompass the transactional, social and legal employment relationship:

· pay/benefits, 
· terms/conditions 
· job design/nature of work
· social support/cohesion
· health/well-being
· work–life balance 
· voice 

There are many variables and opinions of what drives engagement but Integrity, leadership, engaging managers and being meaningfully informed and consulted were identified as critical. Haile (2023) states that good quality leadership is shown to significantly enhance workers’ overall wellbeing. 

Since 1980 unionisation in the UK has fallen - collective bargaining is down from 69% to 26% of employees (CIPD, 2019). In addition, the increase of atypical working contracts and individual workplace rights has resulted in a more fragmented, alternative and individualised employment relationship (Aylott, 2018). New technology, AI, and the gig economy are also at the forefront of changes impacting employment relations in the UK with Taylors Good Work review placing employee voice ‘relatively high on the national agenda’, 

Employers have a legal duty to 'inform and consult' their employees about: redundancies, contractual/pension changes and TUPE transfer. In addition, the 'Information and Consultation of Employees' (ICE) regulations provides that in organisations with 50+ employees there is a right to be informed and consulted formally if requested by 2% or more of employees (ACAS, 2024) 

Legislative and employer-driven requirements for more staff representation and direct communication channels  currently seem to be failing to provide employees with sufficient ‘voice’ (Harding & Twitchett, 2019) as increasingly employees experience a lack of autonomy, bargaining power and influence (Forth & Bryson, 2022). For employees to effectively have a voice those in power positions need to facilitate a culture of engagement and trust which empowers employees to ‘speak up’ (Reitz, & Higgins, 2019) and supports individual personal development. 

How employee involvement and employee participation build relationships. (AC 1.2) 

Employee involvement and participation are integral to high-performance work systems (HPWS) (Briône, 2020). The traditional (Unitarist) management style approaches use communication and consultation Involvement practices to align employees with the organisation's strategic goals through strong leadership to produce an informed, unified and committed workforce (Aylott, 2018) 

Pluralism recognises the existence of diverse interest groups and emphasises collective bargaining, participation, empowerment and compromise in decision-making processes (Hann & Nash, 2020). Aylott (2018) proposes that whilst voice primarily intimates an opportunity to speak, participation allows employees a more significant contribution towards decision making. They report that Society’s approach to voice has changed and a shift in the UK towards direct rather than representative participation is dominant as ‘a more assertive and able workforce that now represents itself’. 

Job design has also evolved to include job satisfaction and a person-centred approach. Deci and Ryan’s ‘self-determination theory’, describes autonomy, competence and relatedness as the three fundamental human needs that work should fulfil (Young, 2024). Studies show a correlation between high demands and poorer well-being (MacLeod & Clarke, 2021). 
Micro management, intellectually unstimulating work and the inability to develop or improve skills and potential can all be barriers to engagement. MacLeod & Clarke (2021) comment that the UK Commission for Employment and Skills (UKCES) highlighted concern over the ‘significant wastage’ of underutilised skills which is a significant source of disengagement for the individuals affected. 

Another, equally important aspect of employee voice which impacts engagement is procedural justice and participation in decision making. Enabling participation in decision-making by meaningfully informing and involving employees creates a more engaged workforce. MacLeod & Clarke (2021) report that research clearly  shows a positive association with improved well-being and engagement from well designed work and increases in control clarity and participation. 

Employee voice tools and approaches that might be used to drive employee engagement. (AC 1.3)

Employee voice tools and approaches facilitate effective mechanisms for Informing and consulting employees. It is necessary to cultivate a culture that establishes opportunity for voice at the core of its values proposition where engagement can flourish and employees are recognised and valued for their contribution. This requires the development of skills, tools and mechanisms to foster effective employee relations with frameworks which drive engagement strategy - encompassing direct, individualised, indirect and collective voice channels (Suff, 2023a).

Survey tools and questionnaires can be used to capture and respond to specific input in a timely manner. They can incorporate measurement scales to effectively evaluate engagement through subjective, well being indicators (Marsden, 2021) with specific, purposeful questions pertaining to employees' work experiences, satisfaction, commitment and trust. Employees are reportedly 77% more honest in surveys than discussions with managers and organisations experience higher engagement when conducting pulse surveys at least quarterly (HR Grapevine, 2021). However, dissolution and disengagement are likely If there is inaction following feedback.

Joint negotiating and consultative committees and employee forums can all provide a platform for both representatives and management to simplify the dissemination of key information and receive feedback, ideas and suggestions. They can provide opportunity for legitimate consultative participation and engagement in strategic issues if established from a culture of genuine fairness, objectivity and cooperation (Harding & Twitchett, 2019). This requires representatives who reflect the full demographic diversity, perspective and experience of the workforce at all levels.

Forums can help meet legislative requirements for consultation (ICE) whilst simultaneously working together for mutual benefit. When organisations need to adapt a partnership forum framework can be both a strategic change management tool for senior leaders and a platform for employees challenges, ideas and proposals. From a management perspective, forums can help better understand, Identify and address concerns thereby reducing obstacles and adapting to resolve potential issues (ACAS, 2024) They allow for a more reliable assessment of situations as the CIPD (2022a) report that employees feel more comfortable being honest when using representatives as this allowed for ‘anonymised feedback’ 

The interrelationships between employee voice and organisational performance. (AC 1.4)

There is strong evidence of the benefits of effective forums for employee voice. A Gallup survey of over 23,000 businesses identified an 18% increase in productivity in organisations with engagement scores in the highest quartile (Briône, 2020) and WERS (the Workplace Employment Relations Survey 1980 - 2011) reports that managers identify increased levels of productivity and financial performance with higher workforce engagement. 

There is decades of information available about changing employment relations in Britain from the WERS linked employer-employee data (Forth & Bryson, 2022). The data provides insights invaluable for understanding employees’ feelings of power and control and the extent of how these are influenced. Power differentials is a variable with significant impact on employee voice (Reitz, & Higgins, 2019). 

Whilst providing extensive insight the WERS data (now over a decade old), is now ‘somewhat outdated’ (Haile, 2023). It is argued that employee voice does not always lead to improved organisational performance. It is proposed that stronger unionism impeded productivity performance. Veliziotis & Vernon (2023) identify that evidence implies the significant decline of British unionism in the 1980s and 1990s, contributed around 20 per cent to manufacturing productivity growth they contend however that deregulation and ’low cost’ strategies responsible for the ‘one off’ productivity gains came at ‘the detriment of deteriorating working conditions and work intensification for employees’ 

MacLeod & Clarke (2021) propose further research is required into the effectiveness of engagement approaches. Forth & Bryson (2022) state that the current evidence is limiting because most data is from only one side of the employment relationship. They ascertain that most employer only data sources limit an understanding of variances in organisational outcomes as there is inadequate information of the experiences and attitudes of employees. They state that conversely, employee only data, limits understanding of variations in wellbeing or job quality as it fails to provide sufficient information regarding the system within which they are employed.  

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

The UK government commissioned The Taylor Review of Modern Working Practices (2017) to review policy and practice of work. In response, In 2018, the Government published its Good Work Plan (2018) stating its objective for the UK to become “the best place in the world to work”. The CIPD’s ‘championing better work and working lives’ vision (Saundry, et al, 2019) reflects continuous debate, research and policy making, over good work and the recognition that a key determinant of overall well-being and quality of life is the quality of work (Forth & Bryson, 2022). 

However, there is also a cautionary warning from CIPD (2019) that there is a danger of  
‘The obsessive focus on marginal forms of employment such as the gig economy, zero-hours contracts, and agency working’  is obscuring the bigger picture about improving the quality of employment for all of those in work. 

There are variables beyond the control of the organisation. Employees ‘personal’ issues effect wellbeing and this in turn can impact engagement and productivity for example Saundry & Urwin (2021) estimate ‘bad life events’ result in a 10% decline in productivity. However, the ‘ Sunday Times Top 100 Companies to Work for’ identified empowering and impactful employee voice mechanisms which contribute to wellbeing, problem solving and organisational strategy are the biggest contributing factor in reinforcing a sense of belonging and how much employees feel valued in their organisation (MacLeod & Clarke, 2021). 

Good work is synonymous with a shared culture built on clear structures emanating voice and rewarding contribution whilst simultaneously defining critical values, behaviours and ‘fairness’ principles . Creating better work and working lives requires putting employees wellbeing and voice at the forefront of any engagement strategy (Suff, 2020). A principal aim needs to be building the competence of line and operational managers (Saundry, et al, 2019). Achieving an enhanced organisational performance culture requires management and systems that have been developed to communicate, incentivise, recognise, encourage and reward the identified values and behaviours required to achieve organisational effectiveness and long term success (Barends et al, 2022). 




This section of the report provides an understanding on the different forms of conflict behaviour and dispute resolution and how to manage performance, disciplinary and grievance matters lawfully. 

Informal and formal organisational conflict and misbehaviour (AC 2.1)

ACAS reports that almost 10 million people experienced conflict at work (Saundry & Urwin, 2021) and the cost of conflict to UK organisations, according to CIPD survey data, is approximately £28.5 billion (Gifford, 2023). 
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(Source: Saundry & Urwin, 2021)

Workplace disputes can occur in many forms and managing conflict is an integral part the employee relationship. Conflict can be categorised into task, process and relationship types. Conflict encompasses competing individual and group interests within an organisation and can therefore be individual or collective, it can be formal and organised, informal and unorganised and it can be overt or it can be underlying, less tangible and visible (CIPD, 2022b). Conflict can occur between individuals, within groups (intragroup conflict) or between groups (intergroup conflict). 

Aylott (2018) describes conflict as ‘a result of different parties perceiving a threat to their needs or interests’ however, perceptions of conflict are a subjective spectrum. Hann & Nash (2020) report the most common disputes are traditional grievance and disciplinary cases and informal disagreements. Conflict is an inveterate component of the employment relationship. Negative conflict is time consuming and undermines performance and productivity however not all conflict is necessarily negative. In low paying sectors a high percentage of employers viewed disputes as inevitable but potentially constructive (Hann & Nash, 2020).

Saundry & Urwin (2021) state ‘conflict competence’, carefully managed competition and differing opinions and perspectives, positively impacts performance and organisational effectiveness. An issues-based view of conflict and understanding power dynamic differentials and the psychological contract helps understand the reason conflict occurs and how best to resolve it.

Official and unofficial employee action. (AC 2.2)

Trade Unions remain a significant and legitimate form of employee voice (Suff, 2023b). They represent employees both individually and collectively. They have authority to negotiate pay and working conditions and enhanced protections and legal rights to be informed and consulted on certain employee statutory rights and changes representing them for example, in TUPE or collective redundancy situations (ACAS, 2014a). 

When negotiations fail ‘third party resolution’ can be used. A collective conciliation service provided by ACAS mediates to attempt to prevent disputes escalating (Suff, 2023b). If negotiations fail to result in resolution the Union may call for industrial action. 

The laws pertaining to industrial action are complex. Industrial action can be in the form of working to rule. overtime bans, boycotts and strikes. Whilst there is a legal right to ‘freedom of assembly and association’ (HRA, 1998) there is no general ‘right to strike’ in the UK so for action to be lawful and Union members protected from unfair dismissal (CIPD, 2024) it has to be supported by an organised ballot where at least 50% of members have attended and the majority have voted for action (Suff, 2023b). If the action is not authorised or endorsed by a trade union it is ‘unofficial.’ there is no statutory protection from unfair dismissal (CIPD,  2024). 

Trends in the types of conflict and industrial sanctions. (AC 2.3)

In the UK over the last 50 years there has been extensive research which shows a significant shift in the nature of conflict with a decline in collective disputes and strike action and an increase in the individual statutory rights employment protection. Saundry & Urwin (2021) report an increased focus in public policy to encourage early intervention and informal resolution. 

In general, the incidence of strikes has fallen dramatically with a ‘a concurrent decline in collective expressions of conflict’ (Dix, et al, 2008). Hann & Nash (2020.) report that 95% of organisations had not experienced any of the ‘more formalised, traditional' – forms of collective conflict in the last 3 years

Conversely, claims to the Employment Tribunal have increased alongside growth in  individualised expression. Hann & Nash (2020) describe how high profile tribunal cases characterise how collective conflict has become more ‘circumscribed’ 

Despite the overall decline in strikes the ONS (2023) report that the number of working days lost from labour disputes has been increasing since summer 2022 with an increase from 93,000 in June to 843,000 in December 2022 which saw the highest recorded monthly total since November 2011 however this remains significantly lower than the number of days lost in the 1970s and 1980s: 
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In the last 25 years the UK has seen a growth in arrangements to manage individual and collective conflict through formal procedures. The more individualised approach to the employment relationship reflects that worker grievances are now predominantly alternative, individual, forms of dispute which are predominantly ‘low-level’ in nature requiring only straightforward disciplinary action (Hann & Nash, 2020) 

Third-party conciliation, mediation and arbitration. (AC 2.4)

If employers and employees (individually or collectively) fail to resolve disciplinary and grievance issues themselves ACAS advice considering using an independent third party (ACAS, 2015) The ‘third party’ could be an internal mediator however at times external mediation, conciliation or arbitration may be required however conflict that requires external intervention appears ‘relatively rare’ (CIPD, 2023) 

‘Early conciliation’ (EC) is used prior to making an ET claim. ACAS have to be contacted who then endeavours to help the parties reach settlement on terms they both agree (ACAS, 2014a). If conciliation fails an ACAS appointed impartial arbitrator can decide a resolution  based on the evidence presented. Both sides must agree to accept the arbitrator's decision (ACAS, 2022a)  

Mediation is a voluntary form of informal or ‘alternative’ dispute resolution (ADR) (Gifford, 2023). It can be used at any stage of a dispute to defuse difficult issues and de-escalate conflict and can help to preserve the employment relationship. Suff (2020) proposes that many employees are reportedly not only open to mediation but view that it should be required prior to the use of formal grievance procedures. Saundry & Urwin (2021) state that 74% of those that underwent mediation reported that their conflict had been fully or largely resolved. Despite ‘good practice’ advocating for the use of informal resolution a CIPD employer survey disappointingly showed there had been no increase in the past 5 years of the use of mediation and other informal conflict management approaches (Suff, 2020)


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

In the UK after 2 years employees have a statutory right against unfair dismissal. Exceptions to the qualifying period include wrongful dismissal and ‘automatically unfair’ claims for NMW, taking maternity, etc (Ayling & Suff, 2023). Fundamental to to unfair dismissal law is availability of proper, fair procedures (ACAS, 2024). Employers face potential claims for unfair or constructive dismissal if they fail to follow ‘a fair, reasonable and justifiable’ procedure and do not comply with the Acas Code of practice on disciplinary and grievance procedures (ACAS, 2015), the Employment Relations Act (ERA) 1999 and the Trade Union and Labour Relations (Consolidation) Act 1992. 

A dismissal situation can arise from either: 

· capability - unsatisfactory/poor performance  

· conduct 

The ERA (1996) specifies five ‘fair’ reasons for dismissal: redundancy, legal restrictions, misconduct, capability and ‘some other substantial reason. Fairness is contingent upon fair treatment and an employers ‘genuine belief and reasonable response’ (CIPD, 2023). 

Capability should be investigated/supported to improve prior to any formal disciplinary (Suff, 2023c). Employee’s misconduct varies in levels of seriousness; however a full and fair investigation is always required, even in cases of gross misconduct, before conducting disciplinaries (CIPD, 2023). Employees have a statutory right to written notification, be accompanied to disciplinary meetings and to appeal a decision. You should consider if alternative, positive approaches would be effective before a decision to issue verbal, written and final written warnings or dismissal, 





Key causes of employee grievances. (AC 3.2)

It is estimated there is an average of 374,760 formal grievances costing the UK economy  £356 million (Saundry & Urwin, 2021). Problems, concerns and complaints raised by employees or their representatives are potential grievances and must be dealt with in the same fair manner as disciplinaries. 

Being treated unfairly or unequally with other colleagues is a major cause of grievance (Aylott, 2018). Bullying and harassment encompasses a ‘spectrum of subtle to extreme behaviour’ and alarmingly, Suff (2020) reports that almost 1 in four employees feel that bullying and harassment is ignored. 

Perceptions of fairness and justice in relation to for example the allocation of rewards, selection procedures, unfair rules, are significant causes of grievance. Hann & Nash (2020) proposes that evidence suggests low pay can result in ‘a fractious work environment’

 Aylott (2018) identifies that the employment relationship encompasses four types of justice: 

· Informational
· Distributive
· Procedural
· Interactional

Interactional justice relates to fairness within the supervisory relationship. Suff (2020) identified lack of leadership and fear were synonymous with employees experiences of  ‘bad’ workplace culture. Despite the cost of management time to be estimated at £951 ‘per formal grievance’ (Saundry & Urwin, 2021) evidence shows that managers are often the cause of conflict (Suff, 2020). Conversely findings also show managers are at the forefront of identifying and managing conflict. 

The skills required for effective grievance and discipline-handling procedures. (AC 3.3)

Effective discipline and grievance (D&G) handling is something many UK workplaces struggle with (Saundry & Urwin, 2021) as it requires the confidence and skill to deal with complex and challenging personnel issues and procedures. A CIPD report  (Suff, 2020) found ‘a perception–reality gap,’ as managers generally reported strong levels of confidence in their ability to deal with conflict however less than half of employees agreed - reinforcing the need to ensure appropriate training is provided for both dispute and grievance handling.

Those responsible for managing D&G need the capability to be proactive, challenge inappropriate behaviours, identify conflict and mediate at the earliest possible stage (CIPD, 2023). Being respectful, consistent, impartial, objective, transparent and acknowledging and minimising bias is vital in ensuring fairness and organisational justice (Saundry, et al, 2019) all policies surrounding D&G need to be fair and applied consistently. It requires skills in meticulous accurate confidential record keeping of facts, evidence, decisions, actions, appeals and outcomes  with clarity and unambiguousness (CIPD, 2023) and to carefully follow process whilst behaving fairly, reasonably, justifiable and proportionate. 
Building positive relationships underpins effective conflict resolution through early intervention (Gifford, 2023.). Informal resolution is more likely to occur where high trust relationships exist (Saundry, et al, 2019). The CIPD (2023) reports that ‘amicable solutions can result from a willingness to listen’ and effective performance management providing realistic and supportive feedback can build trust and avoid issues escalating. 
 
The importance of handling grievances effectively. (AC 3.4)

There are legal provisions applicable to dealing with specific grievances in both the individual and collective employment relationship. If employees feel forced to leave because of a failure to deal with a complaint or bullying, under the ERA they can claim unfair dismissal (Suff, 2020). There is no legal definition of bullying; however protection from bullying at work is also a legal duty under the Health and Safety at Work Act 1974. Harassment is unlawful In the UK under the Equality Act 2010. 

Bullying and harassment requires clarity regarding unacceptable behaviours and consequences to ensure a more positive organisational culture based on dignity and respect (Suff, 2020). Responding to grievances appropriately with a person-centred approach, acting with respect and compassion (Ayling & Suff, 2023), listening and responding appropriately and ensuring all employees are treated equally in similar circumstances and without repercussion, can ensure safeguarding employees dignity, health and wellbeing. 

If grievances are unresolved this creates conflict which negatively impacts both the individuals concerned and the organisation. Dispute resolution procedures, including grievances, should be specific and developed with involvement from employees and/or their representatives (ACAS, 2015) and clearly communicated throughout the organisation. Developing and using rules and procedures for handling disciplinary and grievance situations can advance fairness and transparency (ACAS, 2015). However Saundry & Urwin (2021) report that analysis shows a correlation between high levels of resignation, dismissals and sickness absence and formal procedures as an overly  strict predominant focus on legal compliance can restrict approaches which focus on learning, improvement and blame avoidance. 

The main provisions of collective employment law. (AC 4.1)

Collective employment law regulates the interactions, activities and behaviour between employers and works councils, employers' associations and trade unions. A collective agreement allows negotiations of terms and conditions between employers and employee representatives (GOV.UK, 2024e). 

Industrial Relations describes the traditional relationship of Trade Unions' role representing employees' collective voice and bargaining power in negotiations with employers (Haile, 2021). Representatives are elected in accordance with union rules and protected from dismissal or detriment in carrying out their duties (ACAS, 2014a). The areas covered under collective bargaining are laid out in the Trade Union and Labour Relations (Consolidation) Act (1992). The Central Arbitration Committee (CAC) has statutory responsibility for applications for the disclosure of information for collective bargaining purposes and adjudicates on disputes regarding trade union recognition (CIPD,  2024) 

In Britain collective disputes are relatively rare in private sector non-union organisations (Hann & Nash, 2020) however there has been a significant decline in the role of collective bargaining and unions have struggled to establish in non-traditional sectors  (Haile, 2021). The CIPD (2019) identifies that less than one in six employees is covered by a collective agreement. Collective representation however, takes many forms and may not always be through a Trade Union. ICE regulations whilst facilitating consultation, perform different functions from the integral trade union activities of negotiation (Briône, 2020).

Types of employee bodies, union and non-union forms of employee representation. (AC 4.2)

Employee bodies and representatives present an opportunity for organisations to partake in timely and efficient two-way strategic conversation with the workforce (Briône, 2020). Encouraging and facilitating employees to express their views through independent collective intermediaries builds trust (MacLeod & Clarke, 2021). 

Collective voice channels use union and/or non-union representatives. ACAS (2014b) estimates that around half of employee representatives in the UK are non-union. Elected union reps have statutory rights and are protected from dismissal or detriment in carrying out their duties. ICE and European Works Council (EWC) reps are covered by the provisions of the relevant regulations (ACAS, 2014a). Non-union reps and employee forums set up outside the legislative framework are primarily restricted to consultation only roles with the exception of the ‘statutory rights’ for those dealing with, for example, collective redundancies (ACAS, 2014b). Briône (2020.1) states that good practice intimates the necessity for a ‘clear written constitution and terms of reference’  for all representative bodies

Employee representation can complement and enhance engagement strategies. If employee voice mechanisms genuinely facilitate participation and involvement they can build empowerment and cooperation and can be an invaluable way to quickly consult workers on any proposed ideas or decisions (MacLeod & Clarke, 2021). International studies have found that favourable employee perceptions of employe representation and management relationships result in improved trust in management and an improved employee sense of distributive and procedural justice (Veliziotis & Vernon, 2023) 

The purpose of collective bargaining and how it works. (AC 4.3)

The integral objective of a recognised trade union is ‘the legal right to conduct collective bargaining’ (CIPD,  2024). Collective bargaining provides a framework for fostering positive employer-employee relationships by establishing fair and mutually beneficial terms and conditions of employment (Marsden, 2021). In terms of the law ACAS (2024a) specifies  'negotiating means that employees, employee representatives and the employer discuss things together’. 

However since 1980 the collective bargaining system in the UK has been significantly impacted by economic, social, and legislative changes. As a result there has been a substantial decline in collective bargaining - down from 69% to just 26% of employees (CIPD, 2019). Despite the decline, MacLeod & Clarke (2021) identify that there is ‘evidence of a continued appetite among British employees for a collective voice at work’. Suff (2023b) contends that there is evidence to support this with over half (53%) of survey respondents perceiving the  level of union influence in their organisation as significant/very significant

Unions have enhanced legal protections to negotiate. Collective bargaining is a tool used to inform, consult and negotiate over, for example, health and safety, pay, conditions and changes.  Forth & Bryson (2022) highlight the increasing focus on corporate social responsibility and inclusion means that there are numerous stakeholders which seek to influence the way in which organisations are governed and led which includes ‘exhortation, peer pressure and regulation’

Effective working relationships with trade union representatives and members can help resolve disputes in a fair and structured manner (Suff, 2023) and help organisations build a positive employment relations climate (Marsden, 2021).
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Figure 1: The highest number of working days lost in the UK was in
September 1979

Working days lost, monthly totals UK, 1960 to 2022

15000 (Thousands)
10000
5,000
0 4
Feb 1961 Dec 1969 Oct 1978, Aug1987  June 1996 Apr 2005 Feb 2014 Dec 2022

Source: LABD: Labour disputes in the UK from the Office for National Statistics




