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1) [bookmark: _Hlk141032181]Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1) 

According to Kahn (2017), there are three dimensions of employee engagement:


	Cognitive
	Centred around employees understanding their employer’s vision and how their work activities relate to this. 


	Emotional 

	Positive relationships within the organisation between employees, managers and groups. This also encourages employees to feel safe and able to trust management.


	Physical

	Employees physical and mental effort towards their role. 

Linking the ability to exercise effort and feeling more confident during high engagement.




A report by MacLeod and Clarke (2009) highlighted the correlation between good employee engagement and high performing, profitable businesses. Furthermore, a positive impact was seen on employees’ wellbeing. Like Kahn’s three dimensions, the report identified ‘four enablers’ of driving engagement and defined these as:

Leadership – demonstrating and promoting the organisational aims and values at all levels in the organisation and ensuring employees understand how their role fits into the overall purpose of the organisation.

Engaging managers – described as being the ‘heart of the culture’ within the organisation, and best positioned to empower their employees by showing them respect and rewarding their capability.

Voice – finding out what matters to employees and listening to their views and showing them that their opinions count by responding to them. Effective communication plays a key role in this. 

Integrity – ensuring behaviour throughout the organisation reflects the value and therefore showing trust and integrity. 

In addition to improved individual and organisational performance, CIPD (2021a) explains how engaged employees are more likely to fulfil the ‘psychological contract’ by contributing more to the organisation above their contracted duties. This is also known as ‘discretionary effort’. 

However, Garrad and Chamorro-Premuzic, (2016) suggest that there are other factors outside of employee engagement that have a bigger impact on performance. They explained how Google identified culture, defined goals and a clear, strong purpose as key elements that drove their employees’ performance. Additionally, other studies have found higher levels of burnout in employees who are highly engaged, due to lack of work/life balance.  


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

Employee involvement and participation (EIP) can be used to support employee voice by allowing employees the opportunity to influence organisational decisions on matters such as wages and working conditions, in a formal or informal way. Furthermore, EIP can help give employees a sense of belonging in the company and therefore increase the level of engagement. The CIPD (2022a) describes this as a ‘priority’ for all organisations and includes employee relations as a ‘specialist knowledge’ area of the CIPD Profession Map. 

Whilst participation and involvement have similar meanings, there is a difference in their approach. Employee participation refers to the active contribution employees have towards organisational decisions, giving them an increased sense of value and purpose. Taylor and Woodhams (2022a) explain that employee participation is carried out using employee representatives who, for example, take part in consultations with the organisation. In contrast to this, employee involvement gives employees a degree of input into company activities and decisions, usually through cooperating with management. This can be done via suggestion schemes, management briefings, email and other communications.  

Fox (1996) described two core perspectives on the conduct of employee relations. These include unitarist and pluralist perspectives.  Whilst a the unitarist approach believes that a united team working towards the same goal is the key to a successful business, the pluralist approach suggests that conflict within an organization is natural and plays an important role in avoiding apathy. In addition to this, pluralism highlights that employees and employers will have both similar and different interests in their relationship, for example, the business wanting to increase profits whilst the employee aims to maximise their individual salary. Due to the nature of the pluralist perspective, it is important to put procedures in place in order to successfully manage conflict and employment relations.  


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

Taylor et al. (2017) suggests that organisations with a strong sense of employee voice are more likely to have employees that are more engaged in their work, thus boosting productivity for the business. Whilst it is a positive decision that GoQuest has made to accept union recognition for its’ employees, Taylor et al. (2017) suggests that there are additional ways of recognising and encouraging employee voice. This is particularly important due to the uptake of trade union membership being at its lowest since 1995, at 13.4% for the private sector in 2016.

Similar to trade union representatives, organisations can have their own staff associations which represent the views of their colleagues. This is more informal than trade union representatives and it is not a requirement for managers to take into account the opinions or decisions reached (Taylor and Woodhams, 2022b). 

Another tool GoQest could consider in order to improve employee voice is social media. This could allow a wide range of employees to voice their opinions, ideas and feedback due to ease of access to social media. Additionally, social media allows for collective feedback and can be a platform for collective decision making (CIPD, 2013a). However, this employee voice tool can sometimes be thought of negatively by management due to the lack of control it gives them, which could result in unhappy employees publicly airing their grievances about the company and bringing down morale, without management being able to stop them (CIPD, 2017). 

Bailey et al (2017, cited in Taylor and Woodhams, 2022a, p. 18-19) suggests that there are two key components of employee engagement, including the psychological state of an employee and employee job satisfaction. Due to individual characteristics and personality traits, some employees will naturally be more engaged than others. Additionally, ‘person-job fit’ will also have a significant impact on engagement. Therefore, hiring procedures and performance evaluation are crucial instruments for developing a motivated, engaged workforce (CIPD, 2021a).


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

[bookmark: _Hlk140996032]Establishing effective employee voice practices can benefit an organisation’s performance by gaining the trust and engagement of its’ employees. This can be done in the form of meetings, surveys, and other methods. This gives employees the opportunity to provide feedback, influence and highlight what is working well and what current issues there are within the organisation, therefore enabling management to address issues before they grow and negatively impact performance (CIPD, 2021b). Furthermore, a study found that individual morale and performance were also positively affected when engaged with the organisation. However, the study relied heavily on cross-sectional, quantitative, and self-report research, which meant it was difficult to prove that correlation equalled causation when evaluating survey results (Bailey et al., 2015).

In addition to this, Mats Alvesson and Jörgen Sandberg (2013) explain that information derived from feedback surveys may not always be reliable because the nature of the questions could influence answers given. Therefore, questions should be carefully written and selected in order to achieve true, accurate and relevant feedback. 

GoQuest have already made a step in the right direction toward employee voice (EV) by accepting union representation however, they could take this further by integrating additional EV strategies that involve direct communication, such as team meetings or regular one to one’s, in order to help nurture employment relationships, boost engagement levels and improve company performance (CIPD, 2021b).


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

The CIPD’s (CIPD, n.d.)  purpose to ‘champion better work and working lives’ sits in the core of the profession map.  This concept promotes the idea of creating meaningful job roles in organisations where people feel valued and have opportunities to develop. As a result, organisations benefit by a having a more engaged and productive workforce which also boosts the economy. The purpose also aims to provide positive societal outcomes by having inclusive organisations with diverse workforces (Waite, K. et al. 2021). Furthermore, this concept and ‘good work’ is supported by the Public Health England (2019) as they explain how employment and workplaces can directly and indirectly have an impact on an individual’s health and wellbeing, their family and communities.

In order to assess, benchmark and help to improve job quality in the UK, the CIPD (2022b) carries out the Good Work Index survey. The survey highlights areas that may require focus and development and can be used by HR professionals to review and develop their organisation’s policies and practices.

The concept of job design started with a mechanistic approach during the industrial revolution and was theorised by Frederick Taylor and is known as ‘Taylorism’. Taylorism considers the scientific management of workers and focuses on efficiency and cost-related outcomes. In contrast to this, the humanist ideology links interesting and challenging job design to improved employee satisfaction and wellbeing, thus having positive outcomes for an organisation such as improved performance and productivity (Taylor & Woodhams, 2022a). In order to achieve this, Taylor and Woodhams (2022a) state that staff surveys are key because they allow organisations to identify levels of job satisfaction across the organisation and assess areas where improvement is needed. 

[bookmark: _Hlk140996240]GoQuest could use the questions from the CIPD Good Work Index survey to curate their own anonymous survey to distribute to staff. The results could then be benchmarked against the CIPD’s and can be used to start improving areas that scored poorly and incorporate this into job design (CIPD, 2021c).

As an organisation GoQuest could also review their recruitment policies to ensure inclusivity and fairness (CIPD, 2022c) as diversity in the workforce builds into the concept of better working lives. 

Section 2
1) [bookmark: _Hlk141032637]Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1)
[bookmark: _Hlk141033092]
According to the CIPD (2022c) organisational conflict can arise from workplace issues such as poor attendance, wages and cultural differences. However, they also suggest that conflict should not always be viewed negatively because differing views can be used to improve systems and processes and challenge existing culture and behaviours, thus creating a more productive and inclusive working environment.

This is also supported by the pluralist view that conflict is a natural and effective part of a business which prevents stagnation of creativity, providing it is handled using the relevant procedure (Heery, 2016). On the other hand, Heery (2016) explains that unitarists hold an opposing view and believe that conflict is not always productive and that the interests of employees and management are aligned, therefore enabling them to work harmoniously.  

In addition to formal organisational conflict, some employees will experience informal conflict which is often more spontaneous and can be presented in ways such as absenteeism, sabotage and bullying and harassment. This type of conflict can be difficult to manage due to the complexity of staff relationships and the ability to get to the core of the problem.  

In addition to this, organisational conflict is not limited to employees versus management and can present itself collectively between groups, for example, rivalry between departments when trying to obtain funding or resources (National Council for Voluntary Organisations, 2022). 

Go Quest should aim to recognise and respond to conflict as early as possible in order to avoid escalation and formal intervention such as grievances and strikes. Furthermore, managers could receive training and guidance on informal conflict resolution in order to handle employee conflict issues with confidence. 


2) Distinguish between official and unofficial employee action. (AC 2.2) (284 words)

As GoQuest employees are now part of a Trade Union, members will be protected by legal regulations if there is a successful majority vote to take strike action. According to ACAS (2023), employees do not need to tell their employer whether they intend to participate in a strike.  
Moore (2023, p.9) suggests that reasons for official action are not limited to insufficient pay but can also be attributed to the ‘degradation’ of workers’ roles and inability to provide an effective service to the public. 
In contrast to this, unofficial employee action refers to actions and behaviour displayed by employees which is not permitted by the employer. An example of this could be strike action without authorisation from a trade union. In this scenario employers are protected from claims of unfair dismissal, providing they are not selective when choosing employees to dismiss (Personnel Today, 2009). However, this could cause major disruption to the organisation as well as tension in employee relations. This was seen in the 2009 Lindsey Oil Refinery case as reported by the BBC (2009) where the organisation dismissed 647 workers that participated in an unofficial strike. However, after negotiating with the trade unions, the organisation agreed to reinstate all of the workers that were lawfully dismissed. Whilst this action by the employer may set an example for those thinking of taking other unofficial action against the company, it could also damage the relationship with employees and lead to poor levels of staff retention.
In addition to strikes, unofficial action can be displayed in many ways including theft and misuse of data, unauthorised absences, and increased sickness absences. If an employee's activities are perceived to be illegal or conflict with a company policy, such as zero tolerance to bullying and harassment, the employee may have to face disciplinary action (Taylor and Woodhams, (2022a).

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

According to Taylor and Woodhams (2022a) organisational conflict is more common on an individual basis and can present itself in the form of grievances, absences, resignations, and employment tribunal cases for example. This type of conflict can be costly and time consuming for an organisation, costing the UK economy approximately £28.5 billion annually.
Suff (2020) reported that the most common reasons for grievances were in relation to wages and benefits, working conditions, bullying and workload. Furthermore, Suff (2020) suggested that employees are not just fighting for not just fair wages, but also want meaningful work and better working lives. 
In addition to grievances, employees can also take industrial action in the form of strikes. Taylor and Woodhams (2022a) suggest that strike action is overall decreasing since it’s highest in 1979, which could be down to several factors including the decline in trade union membership levels, fear of job security since Covid-19 pandemic and the complex legal challenges unions face in order to organise lawful strike action. 
However, ONS data shows that the number of days lost to strike action in the last six months of 2022 increased by >700%, which is the highest level for over a decade which suggests that there are rising levels of organisational conflict in more recent times. Furthermore, this data has been captured during the cost of living crisis, which has decreased the true value of pay and therefore put more pressure on the employment relationship (People Management, 2023, p8-9). 
In order to reduce the impact to the public amidst the rising number of strikes held, the UK government successfully implemented the Strikes (Minimum Service Levels) Bill in January 2023 which allows employers in some public sectors such as the health service, transport, and education to keep a number of staff from attending strikes in order to run the service. Employees and unions would lose any legal protection if they do not comply with the legislation (GOV, 2023). 
4) Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)

Disputes and conflict can be raised by individuals and groups of people. It is important for an organisation to handle such disputes in accordance with the law. There are various alternative dispute resolution (ADR) services that can be used in order to prevent cases progressing to grievances or employment tribunal (ET) (CIPD, 2013b).
Mediation is a voluntary process led by an impartial third party, provided by ACAS. The aim of mediation is to help both parties understand what the problem is and come to a mutually acceptable solution (CIPD, 2013b). However, it is important to note that whatever is agreed in mediation is not legally binding. In addition to this, the employee has the right to use another ADR service should a solution not be found. 
Similar to mediation, conciliation is facilitated by an independent third party and also aims to have both parties come to a mutual agreement to end the dispute however, the decision is written in a legally binding settlement. If an agreement is reached, the case will not be able to progress to tribunal. However, if a solution cannot be found, the employee could apply for the case to be escalated to an ET.  Conciliation can continue between the parties up until the tribunal (ACAS, 2021a).
There is also collective conciliation which is used when there is a group of claimants with the same dispute. The process is similar to regular conciliation however, it is used for pay disputes, terms and conditions, redundancies, and changes to work practices as these are issues that affect groups of people rather than individuals (ACAS, 2022a).
ACAS arbitration is voluntary and was introduced to ease the pressure on the ET service. An impartial third party is appointed by ACAS and becomes the ‘Arbitrator’. Arbitration is informal and aims to deal with cases quickly however, arbitration only handles cases related to unfair dismissal and flexible working requests. Also, unlike the other dispute resolution services, the arbitrator’s decision is final and difficult to appeal. Like conciliation, arbitration can be collective and individual. (ACAS, 2022b).
Whilst ADR services are free, GoQuest should aim to utilise all internal and informal dispute resolution options in the first instance. This is because of the potential damage to employee relationships and wellbeing which is shown to have a negative effect on organisational performance (CIPD, 2013b).

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

According to the CIPD (2020) most of the laws, rights and legislation related to unfair dismissal are contained in the Employment Rights Act 1996. There are also other pieces of legislation that can be included in an unfair dismissal such as the Equality Act 2010 and it is important to bear in mind that different circumstances could mean different rights apply. 

In addition to unfair dismissal, there are other types of dismissal such as wrongful dismissal and automatic unfair dismissal however, for this question I will focus on capability and misconduct in relation to unfair dismissals. 

According to ACAS (2022c) there are three main categories that a capability dismissal will usually fall into. These are:

1. Lack of professional qualification related to the employee’s role. 
2. Poor performance and incompetence – 
3. Illness or a health condition which results in the employee no longer being able carry out duties of their role. 

If dismissing on a capability issue it is important to consider any pieces of legislation that may protect the individual from being dismissed such as the Equality Act 2010 (Equality Act 2010).   Furthermore, this stresses the importance of following fair procedure and looking at what precedent has been set in previous cases. In turn, this will promote fairness and equality and could help avoid formal action from an employee (ACAS, 2022c).

Misconduct is described as inappropriate behaviour or actions and can include harassment, insubordination and taking unauthorised absence. The misconduct can take place both inside and outside of work (ACAS, 2020). In addition to this, serious misconduct such as fraud and violence is referred to as gross misconduct and unlike regular misconduct, it can result in dismissal without notice (CIPD, 2020).

To fairly dismiss an employee following an act of misconduct, the employer should take into consideration the employee’s record to see whether previous acts of misconduct have been committed. However, if the employee committed an act of gross misconduct, the employer could potentially justify a dismissal particularly if the employee put others at risk of health and safety (CIPD, 2020). 

GoQuest should ensure that they follow fair procedure, thoroughly and promptly investigate, be consistent and act in line with previous cases when dealing with misconduct.


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

A formal grievance procedure is often used after internal and external informal resolution options have been exhausted. However, employees also have the right to raise a grievance before being involved in informal conflict resolution (ACAS, 2020). 

An employee can raise a grievance against their employer, or against another employee. Data from the ‘Managing conflict in the modern workplace report’ (Suff, 2020) found that differences in personality and working styles were the cause of the most significant conflict issues. Furthermore, 41% of the most serious incidents involved a manager or close colleague.  

According to Taylor & Woodhams (2022b) there are 374,760 formal grievances on average per year which can be a time consuming and expensive use of an organisation’s resources. Therefore, GoQuest should ensure managers are confident and have sufficient training in order to deescalate potential grievances on an informal basis in the first instance. Additionally, GoQuest could run an ongoing survey to assess conflict between teams to try identify areas of conflict that could be addressed early and regularly.

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

According to Gennard et al. (2016) grievances should be investigated thoroughly, identify the main issues, take reasonable action to satisfy the complaint and be resolved as quickly as possible.

[bookmark: _Hlk141033887]ACAS (2015) support this in their ‘Code of Practice’ which aims to guide employees and employers in relation to disciplinaries and grievances. Whilst the ACAS code of practice is and advisory document and not law, there can be negative effect on the employer if a case went to ET and the code of practice was not followed. Some key recommendations set out in the code of practice include:

· Acting promptly 
· Being fair
· Communication – keeping the employee informed throughout the process.

 Therefore, time management impartiality and good communication skills are important skills for managers to possess when handling a grievance. 

GoQuest could ask managers to complete a self-evaluation to help them understand what their strengths are and identify areas of weakness regarding these skills. Once identified, training could be put into place to help in areas of weakness.


8) Advise on the importance of handling grievances effectively. (AC 3.4)
The CIPD (2020b) recommend every organisation should have their own grievance procedure that is consistent with the ACAS code of practice. Not only does this promote fair practice, but if the code is not followed, an additional 25% of a claim can be awarded to a claimant at employment tribunal (GOV.UK, n.d.).
In addition to the increased risk of cost to the company, mishandling grievances can negatively affect the morale of other employees which in turn could increase absenteeism and decrease productivity (Juneja, n.d.). There is also a duty of care to employees directly an indirectly affected by grievances for example, if there was a physical altercation then proper action must be taken to ensure the health and safety of other employees.  
I would recommend that GoQuest follow the ACAS code of practice as a minimum when handling grievances. I would also suggest that they gather data to help identify patterns such as reasons for grievances and if there is a need for training in certain areas.


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

Collective employment law governs the relationship and actions of employee support associations, such as trade unions, and the employer (Heery and Noon, 2008). The purpose of this is to give employees the opportunity to negotiate collectively on various issues such as pay and working conditions.  
There are a variety of issues that can be discussed in negotiations between union representatives and management. ACAS (2014) state that Section 178 (1) of TULR(C)A relates to collective bargaining and therefore covers: 
• Contract terms and working conditions 
• Engagement, suspension, and termination of employment
 • Employment duties between workers or groups of workers 
• Discipline issues
 • Trade union membership
• Facilities, training and time off for union representatives 
 •The negotiation, consultation, and other procedures such as grievances, including the right to union representation
As GoQuest now recognise a union, they should aim to deal with industrial disputes as quickly and informally as possible in order to avoid disruption caused by strike action.

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

Employees can be represented in a number of ways. Whilst some organisations recognise trade union representation, in the UK, approximately half of employee representatives are non-union. In comparison to their union counterparts, their roles are typically much more limited (ACAS, 2014).
Both union and non-union representatives can be used to express the collective opinions of their colleagues on a number of issues including contract terms, working conditions, health & safety issues and environmental issues (ACAS, 2014).
However, a key difference between union and non-union representation is that union representatives have certain legal rights under the Trade Union and Labour Relations (Consolidation) Act (TULR(C)A) 1992. The Act also regulates the role of trade unions, particularly activities related to industrial action and collective bargaining. 
In addition to using representatives, there are other types of employee representation for example, the use of staff forums, where opinions and ideas can be discussed and deliberated on. All forms of employee representation are referred to as ‘Employee Voice’ and when used effectively, it can improve employee relations which in turn can result in improved organisational performance (CIPD, 2023).


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

The Trade Union Collective (TUC, 2022) suggest that collective bargaining is a powerful process which can be used to offer employees more protection and improve working conditions. As GoQuest recognise a trade union, they are legally required to participate in collective bargaining. 

‘Picketing’ is an example of collective bargaining. This is when workers and union representatives discourage other workers from carrying out their duties. Under collective employment law, non-union members are protected by the same regulations as union members if they work for the same employer and choose to strike (ACAS, 2023). 
GoQuest should understand that both the company and employees have legal rights when collective bargaining for example, whilst it is unlawful to dismiss employees that chose to participate in official union related industrial action, the employer does have the right to deduct wages for working hours lost (Taylor and Woodhams, 2022b).
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