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

Taylor & Woodhams (2022a) explain employee voice fosters trust, enabling managers to have greater understanding of risks and organisational voice can share diverse perspectives. Direct voice is employees communicating directly to management, while indirect voice is collective engagement through joint discussions or trade unions (Armstrong & Taylor, 2023). If employees feel their voice is heard, this increases their job satisfaction and morale. CIPD (2023b) recall the benefits of employee involvement practices (EIPs) noting that voice is crucial for the organisation, by fostering dignity and respect towards employees.
Social media is an emerging development for employee voice, providing instant engagement. Armstrong & Taylor (2023) argue social media is so prevalent in people’s personal lives, it is counterproductive not using it in their work lives. It can lift time restraints of surveys, by providing immediate feedback via group discussions. At Go Quest social media can be used to engage employees and foster an inclusive space for suggestions. Taylor and Woodhams (2022a) highlight management does not control social media platforms like other EIPs, which can pose a threat to organisations. Employees may avoid workplace forums due to fear of exposure but feel more comfortable raising issues online. Taylor & Woodhams (2022a) state social media could transform EIP by giving previously silenced individuals a platform to speak, moving engagement on.          
Hybrid working tools like Microsoft Teams and Zoom drive employee voice and engagement, ensuring remote employees feel included. Artificial intelligence (AI) is an emerging development used to analyse comments from communications, surveys and social media, providing deeper insights into employee morale and engagement. AI is revolutionising how businesses understand and enhance employee voice and engagement. Data can be manipulated to identify trends and drill into concerns raised. CIPD (2023c) note AI provides unbiased data analysis for selection and efficiency. CIPD (2019) highlight employee voice barriers, three in ten are uncomfortable sharing opinions in the organisation, which can have a negative impact. However quantitative data such as surveys grant AI to bypass protected characteristics like race and gender, allowing authentic feedback, as CIPD (2023c) acknowledge it is more beneficial to have AI over instinctive biased humans. AI tools can process large volumes of text from employee voice such as emails, surveys and social media posts. By analysing this data, AI can gauge the overall mood and sentiment of the employees. AI can analyse open-ended responses more effectively, identifying key themes and trends without manual intervention.	


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

Employee involvement and participation are crucial to organisational management for enhancing engagement and productivity. They differ in approaches. Taylor & Woodhams (2022a) describe employee involvement as initiatives that allow employees to contribute to decision-making and organisational processes directly with management. It involves a higher level of management, where employees are consulted, but may not have final say. Examples of employee involvement by CIPD (2021b) cite email communications, suggestion schemes and newsletters. The primary goal is to empower employees to have their say. This helps build trust and relationships by employees feeling their opinions are valued, even without the final decision-making power. Involving employees in discussions can boost morale, enhancing open communication. 
	Employee participation gives employees a more direct role in decision-making processes claim Taylor & Woodhams (2022a). Employees are given the power to make meaningful decisions affecting their work, via shared authority. Joint decision making often stems from collaboration between employees and management, giving employees empowerment and responsibility over the success of the organisation, akin to union involvement. Examples of employee participation highlighted by CIPD (2019) include joint consultation committees and employee forums.  This helps build relationships by fostering a collaborative culture where participation empowers employees, giving them a stake in the outcome. 
	Managers view the employee relationship through two approaches, unitarism and pluralism. A unitarist perspective, according to Taylor & Woodhams (2022a) sees a united front between employers and employees, with a focus on organisational goals. Taylor & Woodhams (2022a) claim a unitarist perspective fosters a streamlined, team ethic approach, where conflict is absent. Alternatively, a pluralist view, shows employees and employers having both similar and different interests in the employee relationship claim Cambridge University (2022).


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

Collective bargaining via trade unions is a powerful employee voice tool, exerting significant influence on management collectively. Taylor & Woodhams (2022a) define trade unions’ role as pursuing workplace democracy for members. Members expect results from their membership. Taylor & Woodhams (2022a) state trade unions seek to agree the best possible terms for their members, specifically wages. However, union membership has declined since its 1979 peak, especially in the private sector (Armstrong & Taylor, 2023). 
CIPD (2024d) discuss employee surveys used extensively by management to measure engagement, assess morale and gain feedback on pay and benefits. With surveys offering anonymity, they give employees their voice, previously they may have felt silenced. CIPD (2024d) discuss disadvantages; employees are unlikely to speak up if they feel their position could be jeopardised. However frequent surveys, can lead to fatigue, reducing response quality. Armstrong & Taylor (2023) argue surveys that only outline metrics, make it particularly difficult for management to gain tangible insight to formulate change. Armstrong & Taylor (2023) argue that quantitative survey data overshadows verbal communication, hindering transformational change. 
Suggestion Schemes are another employee voice tool inviting employees to suggest improvements/areas for change, inspiring innovation. Armstrong & Taylor (2023) state suggestions bring increased productivity and efficiency with substantial reward and recognition. Gov.uk (2024) suggest financial rewards for beneficial suggestions. Suggestion schemes can boost working relationships by increasing morale and engagement. Taylor & Woodhams (2022a) highlight a Gallup (2021) survey found only 11% of employees are engaged, however active suggestion schemes saw a rise to 48% higher employee engagement. However, poorly managed suggestions can lead to disengagement and mistrust.
Communication is an essential approach to drive employee engagement, promoting transparency builds trust and ensures employees feel valued by management. Clear communication helps employees know what they are working towards and how their contribution matters, leading to engagement and motivation. By ensuring communication is consistent and inclusive, organisations can foster a more engaged, productive workforce. MacLeod & Clarke (2009) state engagement is the heart of the working relationship between employee-management, with clear communication unlocking productivity. 
Reward is a powerful approach driving employee engagement. When employees know their suggestions will be recognised and rewarded, they are more likely to perform well and stay loyal to the organisation, (CIPD, 2024e). Reward as a motivation leads to increased productivity, creativity and innovation to benefit the organisation. Taylor & Woodams (2022a) state intrinsic rewards, such as a sense of accomplishment, can bring a challenge of opportunities for progression. Go Quest should tailor rewards to meet diverse employee needs. 


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

The relationship between employee voice and organisational performance can be complex to monitor. Organisational performance relies on many factors including financial performance, performance against competitors, productivity and employee attrition. Taylor & Woodhams (2022a) caution that attributing good performance solely to employee engagement is misleading. 
Successful organisations leverage employee voice to enhance performance. Hive HR (2023) claim the link between employee voice and organisational performance is clear: if employees feel heard, they are more likely to be engaged and committed. Talkfreely (2022) highlights Forbes’ research suggests employees who feel heard, are 4.6 times more likely to perform better. Encouraging employee voice adopts an inclusive culture, where employees feel empowered to share creativity and innovation. Team-based voice mechanisms are shown to enhance collective problem-solving and innovation (Boxall & Purcell, 2016). Including employees in decision-making not only enables employees to have a voice, but to feel listened to. Torrington et al. (2020) highlight high levels of employee engagement and morale lead to lower turnover rates and higher productivity. The research found from Bailey et al (2017) provides a compelling case for employee engagement.  
	Alternatively, substantial employee voice can lead to conflict if poorly managed. Employee voice brings diverse opinions and managers may face challenges to effectively manage expectations between opinions. These employees may become disengaged and yield poor performance. CIPD (2022) highlight the positive correlation between organisational performance and leadership quality. Managers overwhelmed by feedback, can reduce employees to feelings of disengagement, burnout and withdrawal. Not all employees prioritise engagement, in favour of work-life balance (Taylor & Woodhams, 2022).


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

Better working lives refers to employees’ well-being and happiness at work. Aspects encompassing better working lives, include flexible working, work-life balance, job satisfaction and personal development. Organisations should create a safe, inclusive environment where employees can thrive professionally and personally, resulting in increased engagement. The CIPD (2024) good work index guide refers to 7 dimensions of good work life: pay and benefits, contracts, work-life balance, job design and the nature of work, relationships at work, employee voice and health and wellbeing. 
	CIPD (2019) note post-pandemic, it has been proven remote working can be done successfully, which benefits work-life balance. CIPD (2024) state job design, opportunities to progress and healthy working relationships are more likely to support better working lives than geographical location, highlighting it is not where you are working from that matters. The law has changed on flexible working requests (FWR). From 1st April any employee can now submit a FWR on day one of employment and can submit two requests a year. CIPD (2018) claim flexibility enables more people stay in work, managing caring responsibilities and promoting good work-life balance, all while fostering enhanced employee engagement and wellbeing. By organisations incorporating FWR into their strategies, they become more attractive to employees and help design better working lives. 
	Health and wellbeing are paramount to promoting a better working environment. CIPD (2024b) champion employee wellbeing promoting better working lives, as they believe an effective workplace wellbeing programme can benefit both employees and employers. The benefits of an effective wellbeing policy at work, contributes to increased productivity, job satisfaction, engagement and enhances working lives, (CIPD, 2024b). Good health practices reduce absence and attrition rates. If Go Quest adopt a holistic approach to FW and well-being, this can enhance working lives, contributing to a more resilient workforce. 



Section Two 

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

Organisational conflicts are seen as disputes arising from issues including difference of opinion, values and perceptions. CIPD (2020a) discuss how negative conflict at work can be disruptive, harm performance and productivity, deflecting from delivery on organisational goals. If managed well, conflict can drive positive change by encouraging problem-solving and improved communication. 
            Ackroyd & Thomson (1999) explain misbehaviour as an employee making a deliberate action against policies and procedures; examples include theft, harassment and bullying. Misbehaviour is usually intentional, typically representing a breach of professionalism. Strikes can form part of organised conflict. Taylor & Woodhams (2022a) state when union membership was at its peak in 1979, 29.4 million days were lost to strike action.
             Informal conflict is difficult to monitor, as it is typically unstructured occurring in casual interactions. CIPD (2020a) state, whilst all conflict does not have to be seen in a negative light, even the minor of disagreements between employees can escalate if not managed correctly. Daniels (2022) outlines formal conflict being addressed formally through grievances, mediation or arbitration. Formal conflict is likely to be resolved in a formal process, in line with the company policies and procedures, within set timeframes.

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

Understanding the differences between official and unofficial employee action helps define an employee’s role, ensuring compliance and managing liability risks effectively. Daniels (2022) highlights, section 1 of the Trade Union and Labour Relations (Consolidation) Act 1992 (TULCRA) defines a trade union as a group of workers, who are concerned with employer relations. Official employee action includes duties authorised by the employer, including responsibilities assigned to the employee under their contract terms and conditions (T&Cs). ACAS (2024a) describes official industrial action as when a trade union complies with set rules.  
Some employers are unionised or recognise the trade union. Unions exist to help balance power between employees and management, with proven results.  Daniels (2022) defines recognition of a trade union as employers negotiating with them on key discussions such as wages and disciplinary matters, via collective bargaining. During a dispute, Daniels (2022) explains it is an employee’s prerogative to arrange lawful industrial action including strikes. During wage negotiations, an official ballot may occur if an agreement cannot be reached between both parties, constituting official employee action. Daniels (2022) states immunity from legal action for a union only applies to actions that are in furtherance of a trade dispute, known as the ‘golden formula’. 
Unofficial employee action includes actions falling outside the remit of formal job duties and T&Cs of their contract. These actions are taken without official authorisation from the employer or trade union. ACAS (2024a) defines unofficial industrial action, as a trade union not following legal rules, leaving employees unprotected by industrial action law.


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

Emerging trends in conflict and industrial sanctions reflect shifts in the changing workplace and evolving employee expectations. ACAS (2024d) reported a 24% decrease in formal collective disputes by the end of last year.  
Rising hybrid working has seen conflict around communication increase with less face-to-face interaction, imposing a barrier and distancing the management relationship. Go Quest management should establish monthly 1:1s with employees to dispel lack of communication. CIPD (2021b) find 1:1 meetings effective in maintaining communication and management relationships. 
Taylor & Woodhams (2022b) claim social movements like ‘me too’ and ‘black lives matter’ have highlighted equality issues and pressured organisations to address this adequately. Whistleblowing trends have increased, Taylor & Woodhams (2022a) echo under the ‘me too’ movement, whistleblowing polices, and legal compliance are vital to employee voice. 
	Focusing on industrial action, strikes and working days lost are decreasing. ACAS (2024d) discuss working days lost demonstrate a falling trend, as the Office for National Statistics document a high of 830,000 days lost in December 2022, down to 108,000 in December 2023. In 2022 Royal Mail employees participated in 19 days of strike action. Bristol University (2023) document the strike as ‘confrontational industrial relations’ from failings by corporate governance. The industrial conflict allegedly lost the Royal Mail £1 million-a-day. Bristol University (2023) explain the industrial dispute derived from a breakdown in trust between senior management and its employees due to negotiations on working T&C’s. Gov.uk (2023) reported the Strikes Bill became law in 2023. The Strikes Minimum Service Levels Act was brought in to balance the shift between workers who strike and essential public services like the NHS. Industrial sanctions relating to pay, have been driven by the cost-of-living crisis. CIPD (2023c) note 2023 saw one of the worst cost-of-living crises in decades where employees were unable to pay their bills. 


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

Third-party conciliation, mediation and arbitration are distinct methods of resolving workplace disputes. Daniels (2022) argues early conflict resolution, particularly mediation, prevents claims escalating to employment tribunal (ET). 
Conciliation involves a third-party facilitating communication between disgruntled parties to reach a mutual agreement. Unlike mediation, conciliation occurs after an ET claim, while early conciliation is before (Gov.UK, 2024). CIPD (2023d) outlines ACAS having a statutory duty to offer free ‘early conciliation’ before escalation to ET. 
Mediation a more structured process, where an independent third-party (the mediator) assists the two conflicting parties in reaching a mutual agreement, to resolve possible conflict. CIPD (2021), highlight its benefits, such as starting to correct the imbalance of power. The mediator will remove the element of hierarchy and allow junior employees to be heard, rather than ignored. Whilst it can be a great tool, CIPD (2023d) argue mediation may be inappropriate when the allegation is of a serious nature, for example bullying or harassment and the employee wants it dealt with formally. 
Arbitration is the most formal route. ACAS (2022a) define arbitration as a neutral third party making a legally binding decision to resolve disputes. The process resembles judicial proceedings with established rules of procedure, evidence and outcome. Arbitration is selected for its speed, confidentiality and expertise of the arbitrator. Gov.UK (2024) note the arbitrator’s decision being legally binding, requiring both parties’ agreement. 


5. Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1)
Legislation on unfair dismissal outlines rights and responsibilities of employers and employees post-termination. Daniels (2022) discusses the Employment Rights Act 1996, particularly section 94, protects employees from unfair dismissal. 
Capability refers to an employee's performance. Before dismissal for capability, employers must follow a fair process, including adequate training and support, ACAS (2022b). Dismissal may be unfair with these steps not followed, even with underperformance. Daniels (2022) explained an employee can be dismissed under ill-health capability; however the employer must demonstrate considering the size of the business and whether a company of that size is able to absorb such absence, considering the Equality Act 2010. 
Misconduct involves inappropriate or unacceptable behaviour, ranging from low level lateness to serious offences like theft or harassment. Daniels (2022) outlines the Employment Rights Act 1996 permits dismissal for misconduct, if the employer acts reasonably. The employer must complete a thorough investigation and allow the employee to explain their actions. ACAS (2015) note the employer must provide the employee with details of the misconduct, hold a disciplinary meeting and allow the employee to be accompanied by a representative.
Daniels (2022) explains that ET assess whether dismissal was within a range of reasonable responses and if proper procedures were followed and whether there was reasonable belief that the employee was accountable. Failure to meet standards means the dismissal may be deemed unfair, potentially resulting in compensation or reinstatement. Daniels (2022) explains the process as acting within the ‘range of reasonable responses’; one employer may to choose to dismiss, whereas another may choose to issue a disciplinary sanction, not concluding one process has been unfair, but whether they can evidence the reason to dismiss was deemed ‘reasonable’.

Relevant caselaw:
BHS v Burchell (1980) IRLR 379


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

Grievances arise from underlying issues at work, key causes include communication, salary, bullying and discrimination. Understanding the root cause is paramount for creating a positive working environment thereafter and preventing future grievances. ACAS (2024b) defines a grievance as a formal complaint raised at work, including unfair treatment. An employee can raise a grievance, also employees can come together to raise one collectively. Personnel today (2023) report the top three reasons for grievances as: bullying/harassment (67%), management relationships (54%) and colleague relationships (49%). Go Quest may benefit from management training on employee relationships. Managers have struggled to manage remotely in a hybrid working world, CIPD (2021b) argue management can address this issue by promoting an inclusive culture in a remote world.
	Indeed.com (2022) highlight that dissatisfaction with pay, can lead to unmotivated, less productive employees. Salary benchmarking might help Go Quest address this. Employees may raise a grievance with unexplained deductions from their salary, overtime payments omitted, or pay disparities among colleagues. Personnel today (2023) state approximately one third of organisations have noted a rise in employee grievances, specifically on relationships and pay over the past two years, in line with the cost-of-living surge. 
	Considering unfair treatment, discrimination is a common cause. Employees may face discrimination based on protected characteristics like age, race, gender and religion. Discrimination claims can become evident in promotions at work. Taylor & Woodhams (2022b) highlight discrimination at the recruitment or promotion stage when someone who might be an ideal candidate is unsuccessful based on a protected characteristic. Perceived or genuine favouritism in promotions and rewards, can result in feelings of resentment and inequity.


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

Effective grievance and disciplinary handling require people professionals who understand business policies and legal implications of not dealing with issues correctly. Key skills, some outlined as core behaviours in the CIPD profession map (2018) referenced by Waite, K. et al. (2021) include valuing people, active listening, emotional intelligence, impartiality, confidentiality, clear communication, empathy, reassurance, ethical practice and trust-building. ACAS (2024c) recommends maintaining clear, confidential and regular communication to prevent misunderstandings and alleviate stress. 
I recommend Go Quest provide training for your managers, with the necessary skills, especially active listening. Harvard Business Review (2024) argue active listening requires empathy and self-awareness, learning how to read subtle cues, and refraining from being over emotional. Daniels (2022) emphasises avoiding delays when holding a disciplinary or grievance meeting and ensuring consistency in how disciplinaries are dealt with and sanctions given. CIPD (2023b) highlight the ACAS code of practice for dealing with disciplinaries as the ‘gold standard’. Although it is not legislation, it would be recognised at ET. 
Analytical skills are essential when dealing with disciplinaries and grievances, as CIPD (2023b) advise your managers will work with HR to clarify problems, know the rules, remain impartial, critically thinking and open minded. Conflict resolution and mediation is key when it comes to resolving workplace disputes. CIPD (2020b) explain rather than standard procedures for dealing with disciplinaries and grievances, mediation is far less confrontational and is a well-established HR tool for resolving conflict. 




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

Handling grievances fairly and promptly is crucial for restoring employee faith. Go Quest must ensure their management and HR team are compliant, keeping employees engaged throughout, focussing on their well-being. CIPD (2023a) highlights the importance of early conflict resolution, urging organisations to train management to mediate, demonstrating the seriousness in addressing issues. Daniels (2022) emphasises employees can escalate grievances directly to ET, without first going through their employer, with the risks being legal claims, costs and reputational damage, highlighting the need for effective communication. 
	Mismanaging grievances lowers morale and productivity. CIPD (2023a) encourage managers to discuss any issues with their employees informally, addressing concerns promptly to prevent escalation. Employees who feel heard and valued are likely to be engaged and loyal. Handling grievances effectively reduces disputes and promotes harmony. Consistency helps avoid favouritism or bias. CIPD (2023a) state it is imperative managers are au fait with the grievance procedure, to ensure they treat all employees fairly and consistently. If organisations are seen to be dealing with grievances effectively and fairly, employees would be less likely to bypass internal procedures and escalate to ET. 
Daniels (2022) outlines the 3-stage process of the ACAS code of practice when hearing a grievance; the employee submits their grievance in writing, the employer meets with the employee to hear the grievance promptly and provide an outcome. The employee has right of appeal, ideally heard by a more senior manager.


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

Study Smarter (2024) defines collective employment law as balancing power dynamics between employers, employees, trade unions and government. UK law protects trade unions as employee bargaining agents. Study smarter (2024) note collective labour laws foster healthy relationships, ensuring fair conditions. The Employment Rights Act 1999 mandates employer recognition of unions with significant workforce membership. Taylor and Woodhams (2022a) note unions have consultation rights, can represent employees in disciplinaries, and face limits on legal liabilities. Workers have the right to collective consultation. 
	This law supports collective bargaining between the employer and union on issues like wages and working conditions. Taylor & Woodhams (2022a) note, the term ‘freedom of association’ allows union participation freely without detriment to your employment. Consequently, it is considered automatically unfair to dismiss an employee for being a union member (Taylor & Woodams, 2022a).
Industrial action law governs strikes. Taylor & Woodhams (2022a) explain when a union and its members engage in industrial action, separate employee regulations apply, different to ‘freedom of association’ with less favourable conditions. Unofficial industrial actions are unprotected. ACAS (2024a) highlight industrial action law, does not protect employees who take unofficial action. Dismissal can be deemed fair if unofficial action has been taken.  Despite declining membership, unions retain significant power. Talyor & Woodhams (2022a) identify if unions follow minimum rules on industrial action, any damage caused to the business as a result, cannot be to the detriment of the union. 


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

Union and non-union are the primary types of employee representation, essential for ensuring employee voice is heard and protecting interests.
Union forms of employee representation are formal organisations formed to represent employees in scenarios like wage negotiations, working conditions and employment contracts. As stated above (TULCRA), defines a union as a group focused on employer relations. Unions have structured hierarchies with local representatives, alongside an elected head representative on site at work. Unions are seen to have significant negotiation power. They exercise insight and expertise, often achieving substantial gains. Employees can take part in union-organised strikes, to exert pressure on employers during workplace disputes. 
Non-union representation includes employee bodies like working groups, staff forums and employee committees, usually established at work without any affiliation to external labour unions. ACAS (2014a) explain whereas union representation has formal bargaining power, non-union representation has a consultative role by contrast. They do provide a platform for employees to voice their concerns, bringing together communication between employees and management.
Union representation risks include time-consuming negotiations, potential strikes, and legal disputes. Non-union representation risks include lack of formal advocacy, weaker bargaining power, and potential employer resistance to addressing grievances.


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

Collective bargaining is crucial for balancing power between employees and employers, promoting a stable workforce. Daniels (2022) notes recognising a trade union requires employers to negotiate on issues like wages and redundancies via collective bargaining, reaching primary agreements.
	Taylor and Woodhams (2022a) define collective bargaining as mutual recognition between unions and employers negotiating workplace concerns. Unions legally represent their members, negotiating binding T&Cs with employers, and addressing issues like disciplinaries, is a legal right.
Collective bargaining leads to improved working conditions, communication, fair wages and job security, (Taylor & Woodhams, 2022a). Collective bargaining ensures employees feel seen and heard, effectively advocating their interests. It can become a delicate dance between the employer and the union in gaining agreements. 
	Benefits include better pay and providing a formal forum for addressing grievances and disputes, protecting employees against unfair treatment. Taylor & Woodhams (2022a) highlight union members secured an average of 4.1% higher salary, than non-members. For employers, collective bargaining fosters better working relationships and mutual respect, a more stable workforce, which can reduce attrition and strikes. CIPD (2024c) state employers could face litigation, if they disadvantage employees who take strike action. The process can be time-consuming and complex. If there becomes a negotiation breakdown, it can lead to strikes or other industrial action. 
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