Employment relationship management

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


Social media enables people to connect and share information, promoting authentic dialogue and enabling people to voice their opinions. However, employee voice remains underutilised in organisation’s, often limited to annual surveys. Social technologies offer pioneering ways to elicit voice, making it crucial to review current thinking in this area. CIPD (2013a)

Research shows barriers to implementing social media practices in people practices include lack of knowledge, fear of uncertainty, insufficient employee engagement, trust issues, information flow issues, and senior management's lack of skills. CIPD (2013b)
Research indicates that giving employees a voice can enhance attitudes, behaviours, loyalty, organisational effectiveness, job satisfaction, psychological well-being, productivity, absenteeism, decision-making quality, and help execute organisational change. CIPD (2013c)
Social media's impact on organisations is a topic of discussion in business literature, but as global usage increases, organisations should consider designing their future in this increasingly societally embedded technology. CIPD (2013d)
Burnout is a significant issue in today's global work culture, with over 88% of the workforce experiencing it, with 60% reporting high levels. The pandemic has only increased the prevalence of burnout, with work-life balance suffering or disappearing completely. Gen Z, particularly, is experiencing high levels of burnout due to a lack of boundaries between work and personal life and companies' expectations for constant availability.

Health and wellness programs are crucial in addressing this issue. Offering robust mental health benefits can provide support from professionals trained to handle mental health issues, relieve the burden on HR, and maintain workplace boundaries. Companies have found various wellness and mental health programs to be cost-effective and successful, including flexible schedules, paid mental health days, subscriptions to meditation and fitness classes, and mental health training on self-care and burnout management.

HR and managers can refer employees struggling with mental health to an Employee Assistance Program (EAP), which provides solution-focused support to people dealing with personal or work-related concerns. EAPs may include counseling and therapy services, referrals to external resources, crisis intervention, and assistance with managing work-life balance issues. EAPs allow people to receive help from specialists trained to offer it, while maintaining appropriate boundaries and addressing team members' problems head-on. Sachs (2023)

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

Direct participation in the UK allows employees to independently influence decision-making, such as controlling job tasks or influencing wider organisational decisions. The Information and Consultation of Employees Regulations (ICE Regs) allow employees to request employer consultation on organisational issues. Representative participation involves trade union or non-union representatives consulting with management on behalf of employees. Direct participation in the UK allows employees to independently influence decision-making, such as controlling job tasks or influencing wider organisational decisions. The Information and Consultation of Employees Regulations (ICE Regs) allow employees to request employer consultation on organisational issues. Representative participation involves trade union or non-union representatives consulting with management on behalf of employees. CIPD (2024a)
Employee voice is crucial for expressing important matters, improving organisational performance, and promoting wellbeing. It allows employees to suggest improvements, leading to improved work experience and job quality. Research shows that effective voice benefits individuals and organisations, leading to higher productivity, innovation, and reduced workplace conflict. CIPD (2024b)
Employee engagement is a complex concept with over 50 definitions, focusing on physical, cognitive, and emotional expression in their jobs. It is distinct from job quality, employee behaviour, or management action. Employers should treat engagement as a psychological state and refer to narrower concepts when needed, or focus on specific definitions like Utrecht's work. A broad engagement strategy should focus on motivation, identification, and commitment.CIPD (2023)
Research indicates employee engagement positively impacts business metrics like customer satisfaction, productivity, innovation, staff retention, efficiency, and health and safety performance, with a two-way relationship. CIPD (2023b)
Assess three employee voice tools and two approaches that might be used to drive employee engagement. (AC 1.3)
Pulse surveys are a crucial tool for gathering employee feedback, focusing on satisfaction, communication, and work environment. They help businesses identify areas for improvement and create a valued environment. 77% of employees prefer surveys over personal conversations, resulting in higher participation rates and stronger company culture.Engage (2023)
A focus group is a qualitative research method where researchers interview customers to gather data on their perceptions, attitudes, beliefs, or product feedback. It allows participants to express themselves freely, but may be shy or uncomfortable, potentially leading to offending behaviour. StudySmarter (2023)
Internal communications channels like Slack and Teams facilitate seamless collaboration and real-time conversations among employees. Employee voice is crucial for continuous improvement, decision-making, and job satisfaction. By amplifying this voice, organisations can build resilient, dynamic organisation’s that prioritise their people. (Employee Benefits, 2023)
Recognition, linked to Maslow's hierarchy of needs, is a powerful method for rewarding achievements and self-esteem. It can be provided through positive feedback, promotions, and other forms, but must be used cautiously.Armstrong (2007a)
Total reward is a strategy that goes beyond simply providing money to employees, focusing on creating a fun, challenging, and empowered work environment that enhances motivation and performance, leading to greater impact, improved employment relationships, flexibility, and attracting and retaining talent. Armstrong (2007b)
Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4)
Purcell (2010) highlights four building blocks of engagement: employee trust, satisfaction, involvement in decision-making, quality of relationships, pay, job challenge, and sense of achievement. The MacLeod Report identifies four enablers: strategic narrative, engaging managers, employee voice, and integrity, emphasising the role of managers in fostering engagement.Taylor and Woodhams (2016a)
Organisation’s use various methods to keep employees informed, such as meetings, newsletters, and intranets. Effective communication is crucial for engagement, as it should be regular, consistent, and open. It should focus on positive progress and challenges, avoiding false impressions. Listening to employees helps them understand their value and respect, and senior managers should be visible and approachable. Some organisation’s provide email access to senior management or encourage a culture of MBWA-management. Management (2012a)
Various methods can be used to develop employee voice, such as suggestion schemes, staff councils, workshops, and partnerships with trade unions. However, these methods must be genuine to avoid frustration. Trust is crucial for employee engagement, especially during uncertain times. Leaders should be visible, authentic, and act with integrity. They should model organisational values in their behaviour and maintain open and honest communication. Trust is built through trust and open communication. Management (2012b)
Engaged employees boost business performance, with studies showing increased operating income, earnings per share, and job satisfaction. They also contribute to organisational commitment, customer satisfaction, employee loyalty, profitability, productivity, and safety. Taylor and Woodhams (2016b)
Organisation’s that prioritise employee voice experience improved innovation, problem-solving, engagement, and adaptability, making it a strategic priority for sustainable success.

Explain the concept of better working lives and how this can be designed. (AC 1.5)
A better working life involves pay, benefits, job design, work-life balance, social support, health, and well-being, including understanding the Living Wage and employer pension contributions. (CIPD, 2019c)
This research examines the impact of employers' work-life balance supports, such as flexitime and paid leave, on employees' well-being, highlighting the link between high demands and low resources. This research examines the impact of employers' work-life balance supports, such as flexitime and paid leave, on employees' well-being, highlighting the link between high demands and low resources. Wood (2018a)
The use of work-life balance supports did not significantly impact job demands, contrary to expectations. This may be due to employees feeling they need to reciprocate the support provided by the organisation, leading to increased qualitative and quantitative demands. The results suggest that while work-life balance supports positively affect employee well-being, their traditional explanation of improving time scheduling is not supported by evidence. Instead, they increase job control and perceptions of supportive management. (Wood, 2018b)
Workload is a significant issue in the UK, with a third of workers feeling overwhelmed, one in five unable to complete tasks within their allocated hours, and one in twenty feeling overloaded. However, most workers have adequate work resources and work autonomy. Most workers feel their jobs are meaningful, but one in four feels their work doesn't contribute to society. Most workers consider themselves qualified, but half feel they have the right skills, leading to a skills mismatch. Only three in ten workers see this as good career advancement prospects. UK skills policy needs to extend beyond apprenticeships to help all workers develop. CIPD (2019a)
Workers have various channels for voice, but managers often lack genuine consultation and information about organisational developments. Direct methods like one-to-one meetings, team meetings, and employee surveys are common. Sectors vary in available channels, with union representation less common in the private sector. Employees generally feel their representatives' performance is poor. CIPD (2019b)
Employers can improve work-life balance by offering flexible work arrangements, promoting productivity, allowing breaks, reviewing workloads, and offering personalised experiences, while also acknowledging individual employee needs and preferences. Leyshon (2023)


Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1)
Workplace conflict can stem from various factors like poor attendance, timekeeping, disagreements, and incivility, and can range from personality clashes to bullying and harassment. Obvious sources include low-intensity deviant acts, while less obvious ones include uncivil behaviour. CIPD (2022a)
Discord in a team can arise from negative behaviour or poor performance. Addressing this involves open communication, understanding individual context, and addressing deeper issues like health or personal concerns. CIPD (2022b)
Effective performance management involves setting clear goals, providing training, and forming a well-matched team. Regular feedback, addressing poor performance, addressing health and workplace issues, and resolving workplace conflicts early and informally are crucial.CIPD (2022c)
 Mediation is a flexible, voluntary, and confidential method for resolving workplace disagreements, reducing stress, retaining valuable employees, and avoiding high costs, with outcomes based on mutual agreement and policy review. Acas (2022)
Formal procedures may be necessary to address unresolved conflicts at work, such as bullying or harassment. However, only if necessary and when informal problem-solving has failed. If a complaint is serious or the individual wants it investigated, they should pursue a grievance. If misconduct or underperformance demands it, formal disciplinary action should be taken. Managers must use their skills in conflict management, people management, and relationships to handle these situations. HR can provide advice and support when needed. CIPD (2022d)
Organisational conflict refers to disagreements within an organisation, while misbehaviour is actions that violate norms. Informal conflict arises spontaneously, while formal conflict is managed through established procedures.

Distinguish between official and unofficial employee action. (AC 2.2)
Industrial action is when employees take action against their employer due to a work dispute, usually organised by a trade union. Types of action include striking, picketing, and action short of a strike, such as refusing to work overtime. Industrial action is a last resort when other negotiation methods have not worked. Employees, employers, and trade unions must follow industrial action law, mainly covered by the Trade Union and Labour Relations (Consolidation) Act 1992 and Employment Rights Act 1996. Action short of a strike does not usually break the work contract. (ACAS, 2023)
Unofficial industrial action refers to actions taken by employees without legal permission or without a union's authorisation. These actions are not protected by industrial action law but still have their usual employment rights. Examples include secondary action, or sympathy action', and unofficial strikes. Employees who take unofficial action may be fairly dismissed, but they still have their usual employment rights. Employers must follow a full and fair disciplinary procedure if they feel there's an issue with the employee's actions. (ACAS, 2023b)
Official employee actions are approved by the organisation and align with expectations, while unofficial actions may go against company policies or norms.

Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3)
Industrial action occurs when workplace disputes cannot be resolved through negotiation. It can take three forms: strike, action short of a strike, and lock-out. Official industrial action is backed by a trade union, and members may be in breach of their employment contract. However, they can be protected against dismissal if their union follows the right procedure. Nidirect (2015)
The CIPD warns of further industrial action due to a tight labour market, cost-of-living crisis, and falling wages. A survey of UK HR professionals revealed 53% believe the UK is entering a new unstable employment period. (CIPD, 2022e)
The number of complex cases, often related to discrimination or whistleblowing, has increased, with 33% of cases entering the early conciliation system in Q3. This is likely to impact the employment tribunal as more complex cases lodge claims. Acas helpline data shows a higher proportion of calls about discipline, dismissal, and grievance procedures than since 2015. The calls indicate areas for improvement in workplace practices and wider pressures. Acas can help parties see issues from different perspectives, listen to the other side, and find mutually agreeable solutions. (Watt, 2024)
Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)

Mediation is a process used to resolve workplace disagreements by a neutral mediator who is impartial and does not take sides. It aims to find a mutually agreed-upon solution, reducing stress, retaining valuable employees, and avoiding formal processes like employment tribunals. Mediation outcomes are decided by all involved and can be flexible, including acknowledging each party's views, committing to change behaviour, regularly reviewing agreements, and sharing work more fairly. It is voluntary and confidential, and participants can choose not to participate. Mediation can be used to resolve issues like bullying, harassment, communication problems, personality clashes, and relationship breakdowns. It is best to start mediation as soon as possible, as the earlier the disagreement is addressed, the less likely it is to worsen. (Acas, 2022b)
Early conciliation is a process by Acas that allows parties to reach an agreement without going to an employment tribunal. It has strict time limits and is impartial. If an agreement is reached, a legally binding settlement form is created. If not, the case will be heard in public. (Acas, 2022a)
Arbitration is a third-party decision made by an impartial arbitrator, considering both sides' arguments at a hearing. Acas provides collective and individual arbitration for disputes between employers and employees. Before arbitration, both parties should resolve the dispute through conciliation or Acas conciliation services. Acas appoints an arbitrator and arranges a remote hearing, followed by an award. (ACAS, 2022)
Conciliation facilitates communication and non-binding agreement, mediation aids parties in mutually agreed settlement, and arbitration involves a binding decision made by an arbitrator after hearing arguments.
Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1)
Dismissal can be unfair if the employer doesn't have a good reason or follow the company's formal process. Unfair situations include asking for flexible working, refusing to give up working time rights, resigning, joining a trade union, participating in legal industrial action, needing leave, applying for leave, enforcing working tax credits, whistleblowing, or forced retirement. GOV.UK (2012)
The Employment Rights Act 1996 defines capability as skill, aptitude, or physical or mental quality, while qualifications are any relevant academic, technical, or professional qualification. Employers must ensure employees understand job requirements, identify training needs, and communicate the potential consequences of non-compliance. If an employee fails to meet performance standards, they may receive further training before disciplinary action. In cases of ill health, employers must consider the situation and the Equality Act 2010. Daniels (2022)
Misconduct can be classified into gross misconduct, which can lead to summary dismissal, and less serious misconduct, which is usually dealt with through disciplinary warnings. Employers must demonstrate reasonableness in their decision to dismiss an employee, as the Employment Tribunal's role is not to determine whether the employee committed the misconduct, but to investigate the situation thoroughly and take a reasonable course of action. This test of reasonableness is relevant to most situations of misconduct. Daniels (2022b)
An employer should understand the reasons for an employee's performance improvement and take steps to support and improve it. Informally, addressing the issue can help resolve issues and prevent further action. If the employee's performance still doesn't improve, a more formally investigated investigation may be necessary.

To determine the best procedure, the employer should meet with the employee to determine whether the issue is due to conduct or capability. If conduct is the issue, the employer should follow a disciplinary procedure. If capability is the issue, the employer should follow a capability procedure or performance management procedure.

Managing capability issues involves providing support, training, and reasonable steps to support the employee. If the employee has a disability related to the capability issue, the employer must take reasonable steps to support them. If all options have failed, the employer may consider dismissal. If the employee is absent or sick, they should cooperate with any investigation as part of a disciplinary or capability procedure. (Acas, 2022a)
Employers can ensure fair, justified, and legal compliance with capability and misconduct dismissals by adhering to these principles, protecting employees' rights in the workplace.
Analyse key causes of employee grievances. (AC 3.2)
Employee grievances are primarily caused by bullying or harassment (67%), relationships with managers (54%), and relationships with colleagues (49%). Pay and grading are the main causes, with 49% of respondents reporting ineffective management in resolving issues before escalated to disciplinary matters. The majority of respondents (95%) believe HR's role is to support line managers in investigating grievances, while only 70% support employees raising grievances. The cost-of-living crisis is creating a perfect storm in workplace relations, and HR must adapt policies and practices to address this change. Webber (2023)
A survey by recruitment agency Wade Macdonald has found that 47% of HR professionals are dealing with more employee relations (ER) issues than before the pandemic. The survey, conducted by 200 HR professionals, found that ER issues are taking up more time than ever, with HR professionals citing struggles with remote working, mental health, and performance issues. The rise in ER issues could be generational, with the proportion of generation Z in the workforce growing. However, Sally Bendtson, founder of Limelight HR, has not seen a perceptible change in time spent on ER issues. The biggest reason behind the rise in ER issues was an increase in grievances, with respondents citing areas for complaints such as wellbeing (39%), management since working from home/hybrid arrangements (36%), and EDI issues (19%). The study revealed that almost half (46%) of HR departments have not introduced EDI-focused policies reflecting a diverse workforce over the past three years. Sriganthan (2023)
Bullying is unwanted behaviour that can be offensive, intimidating, malicious, or insulting. It can occur in various settings, including work, social media, or other work-related situations. Examples of bullying include criticism, spreading rumours, and excluding someone from team events. Upward bullying, also known as subordinate bullying, can occur from staff towards senior figures. Bullying can be considered harassment if it relates to protected characteristics like age, disability, gender reassignment, race, religion, sex, or sexual orientation. Employers and employees have a mutual duty to treat each other honestly and respectfully, with employees having the right to trust and expect respect. ACAS (2023c)
A complaint about bullying or discrimination can come from various sources, including employees, job applicants, witnesses, or a trade union representative. It is important to handle the complaint fairly and sensitively, considering the type of behaviour and the employer's responsibilities. Discrimination, which includes direct and indirect discrimination, harassment, and victimisation, can be considered harassment if it relates to a protected characteristic. To handle a complaint, check your organisations policy and decide whether to handle it formally or informally. Informally, if possible, is quicker and less stressful. If the situation is too serious, formally is recommended. Keep an open mind, listen to the complainant, and answer their questions. Handling the complaint confidentially is crucial. ACAS (2023a)
Explain the skills required for effective grievance and discipline-handling procedures. (AC 3.3)

Employers should maintain impartiality, understand the grievances feelings, take notes, review evidence, consider investigation, and make careful decisions. They should summarise main points, allow the grievance to express their side, ask questions, show evidence, and provide details of witnesses to contact. ACAS (2023b)

In a disciplinary investigation, the investigator should be fair, objective, follow organisational guidelines, gather as much information as possible, obtain balanced evidence, and maintain confidentiality, focusing on addressing the issue at hand. Acas (2020a)

An investigation plan should be created by the employer and the investigating party, outlining the investigation's scope, the investigator, witnesses, evidence sources, time limits, guidelines, recommendations, confidentiality, and other relevant information. This plan ensures a quick, efficient, fair, and confidential investigation, preventing negative impacts on staff or the business. ACAS (2022b)

The investigator should gather all necessary information for the case, including physical evidence such as emails, paperwork, receipts, computer records, phone records, CCTV recordings, and attendance records. They should consider legal methods and respect employee privacy, while adhering to investigation plans and time limits. Acas (2020b)

Advise on the importance of handling grievances effectively. (AC 3.4)
A grievance is like an infection that can spread quickly, causing pain and suffering. A procedure should ensure an employee's case is heard quickly, fair, and management responds promptly. It should clearly address the grievance, provide support, and outline time limits for meetings and appeals. A clear record of the grievance and outcome is essential. Stredwick (2005)
A worker can resign if their employment contract is breached by their employer, claiming constructive unfair dismissal. Employers must act in a manner that doesn't breach the implied duty of mutual trust and confidence between them and their employees. Failure to properly handle grievances can lead to breach of this duty. Employers must follow their own grievance procedure, following the Acas code of practice on disciplinary and grievance procedures. Failure to do so can damage the relationship between employer and employee. McConnell (2014a)
Employers should follow the Acas code of practice on disciplinary and grievance procedures to ensure safe handling of employee grievances. Failure to follow the code can result in a 25% increase in any award made. Employers must demonstrate that their policy was followed and that breaches were not serious enough to damage trust and confidence. Appointments should be dealt with impartially, with someone not previously involved and more senior than the original decision-maker. Employment tribunals have little sympathy for large employers that fail to follow this best practice. McConnell (2014b)

Explain the main provisions of collective employment law. (AC 4.1)
The rise in collective industrial action underscores the importance of effective collaboration with trade unions. The decline in union membership has impacted the HR profession, leaving many professionals with limited experience and skills to handle collective disputes and build strong relationships. CIPD (2024c)
The recognition of a trade union requires employers to negotiate with the trade union on collective bargaining matters, such as redundancies or pay negotiations. There are four routes to recognition: voluntary, semi-voluntary, automatic recognition, and recognition by ballot. 
The statutory recognition procedure applies only when the employer has at least 21 employees and requires a certificate of independence. The process involves a written request from the trade union seeking recognition, identifying the trade union and the bargaining unit. If the employer and trade union cannot agree on the definition of the bargaining group, the Central Arbitration Committee (CAC) decides. The CAC has statutory powers, including adjudication on decisions relating to recognition or derecognition of trade unions. 
If the CAC finds that at least 50% of the workers in the unit are members of the trade union seeking recognition, the CAC issues a declaration that the trade union is recognised for collective bargaining. If fewer than 50% of the workers are union members, a ballot of the workers in the bargaining unit will be held. If the ballot results in a majority of votes supporting recognition and 40% of workers in the bargaining unit, the CAC declares the union recognised. Daniels (2022c)

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

Non-union representatives have statutory rights to paid time off, training, and facilities in seven areas, protecting them from dismissal or detriment. Representatives in employee forums set up voluntarily by employers have no legal rights. They play various roles, including employee safety representatives, information and consultation representatives, and European consultative bodies. In these cases, representatives must be informed and consulted over transfer of undertakings, collective redundancy, and workplace agreements. (ACAS, 2024)
Union representatives have statutory rights to paid time off, training, and facilities in nine areas of statute, and are protected from dismissal or detriment in their duties or standing for election. Non-statutory representatives, such as those in environmental or equality matters, require separate training but do not have statutory rights. Representative roles include union learning representatives, health and safety representatives, information and consultation representatives, pension representatives, TUPE representatives, operational redundancy representatives, and workforce agreement representatives. Employers should provide these rights for effective performance.Acas (2014)
Evaluate the purpose of collective bargaining and how it works. (AC 4.3)

Collective bargaining is the official process where trade unions negotiate with employers on behalf of their members. It is voluntary in the UK, but can be made statutory if enough workers support union recognition. If an employer recognises a union, improvements to contract terms, such as pay rises, should be automatically incorporated into the employment contract. TUC (2023)

A trade union negotiates with employers on collective bargaining issues like employment terms, disciplinary matters, and grievances. Employers must disclose information that would impede the union's ability to negotiate and is good industrial relations practice. The Code of Practice by Acas provides additional guidance, ensuring information is relevant, important, and relevant to the issue, negotiation level, and organisation type and size. Daniels (2022d)
Employers often replace collectively agreed terms with individual contracts to ensure fair wages and pensions. Unions protect these terms due to their strength and industrial threat. Accepting individual contracts without collective terms may result in losing valuable terms, and direct negotiations may breach this provision. (TUC, 2022)
Employers are not required to disclose sensitive information, such as national security-related or confidential data, except for collective bargaining. Confidentiality is mandatory, and individual consent is required. If a trade union suspects non-compliance, they can file a complaint with the CAC, which can then require disclosure. Daniels (2022e)
