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Section One. 
Recent developments to employee voice and engagement. (AC 1.1)
Employee voice and engagement and how it is used has changed hugely recently with the ever-evolving technology culture. Employees now have the ability and confidence using various online platforms such as social media pages and online forums to discuss various work-related matters. 
(“CIPD Sustainable Organisation Performance Research Report”) Wadee (2013) reports that UK employees want more communication with senior leaders via social media channels: 42% of people would be happy to interact with their manager on Facebook and 20% would be happy to tweet the head of department or senior leaders.
Discussing matters on social media / online platforms as a collective, is a great way to gain insight into the thoughts and feelings of your wider workforce providing an authentic, direct message to management on areas requiring further action. This in turn creates a great opportunity for new innovative discussion and resolution. 
(“CIPD Sustainable Organisation Performance Research Report”) It is only through these new technologies and algorithms that we are starting to see, for the first time, genuinely bottom–up, large-scale, and collective opinion forming, rather than employee responses to questions that reflect the constraints of managers’ or researchers’ thinking.
Along with the benefits of using social media, there is also risk to be considered. Cyber-bullying can occur and the posting of inappropriate photos, such as nights out which can then be linked back to the organisation with potential to damage the business’ reputation. Therefore, it is crucial that online platforms are monitored regularly by Go Quest, and concise rules in relation to social media posting are clearly outlined to all employees. 


Employee involvement and employee participation. (AC 1.2)

Employee involvement and participation is crucial in building and sustaining an engaged workforce. How employees feel about the company they are working for can have a direct impact on the success of the organisation, so it is in the employers’ best interests to capture accurate opinions and to form and build positive working relationships with their employees through involvement and participation practices. 
Employee participation describes a situation where employees participate in organisational decision making through their representatives, which functions like a union, but isn’t one. (Taylor, 2022 a)
The participation approach to decision making would see employees voicing their views through their Trade Unions for example, rather than having the direct discussions with their managers. 
Employee involvement is direct communication between management and employees, where new processes are introduced directly with the employees to gain their feedback and thoughts through various practices such as suggestion schemes, emails, and newsletters. 
Working directly with management, employees will feel appreciated and have a sense of ownership over decisions that are made. 
(Taylor, 2022 b) states that a ‘greater voice in the organisational decisions that affect your job can make people feel better about their work’.  
Giving employees a voice, whether direct or indirect, is essential to achieve good working relationships, which in turn produces better performing, more motivated employees.

Employee voice & engagement. (AC 1.3)

There are numerous ways employees can voice their opinions such as forums, surveys, and collective bargaining, however, with the steady decline in trade union memberships and the recent increase in home/hybrid working since Covid19, it has dramatically changed organisational strategies. Organisations have moved with the times and invested in better technology in order to reach out to their employees using Microsoft Teams, Zoom, Google Meet etc.
According to UK official statistics 2021, trade union membership declined to 6.4 million in 2021 and the proportion of UK employees who were trade union members fell to 23.1%, down from 23.7% in 2020. (CIPD, 2022 a)
Suggestion boxes provide an anonymous channel to raise difficult issues which perhaps wouldn’t be raised in person due to the fear of comeback or reprisal. However, with many employees now working remotely, anonymous online feedback forms/surveys are a great tool for employees to use to raise difficult issues without being identified. 
Team meetings enable employees to discuss topics with the support of their colleagues and can often result in finding resolutions quickly and directly with management. However, not everyone agrees with using meetings as a successful tool to hear employee voice. The Harvard Business Review states ‘that 71% of senior managers said meetings are unproductive and inefficient’. 
Successful employee engagement strategies will make use of a range of good people management and learning and development practices. They should be holistic, for example by focusing on employee motivation and well-being, and helping employees understand their contribution to the organisation’s purpose, objectives, and culture. (CIPD, 2021)
Organisations promoting and encouraging staff wellbeing / personal development, can find their employees are more motivated and engaged. Promoting self-development shows Go Quest is invested in their employees, sharing a positive approach to improving the skills and knowledge that can be shared within the team. 
[bookmark: _Hlk135074663]Employment relationships can have a number of different approaches, however, (Taylor, 2022 c) ‘Fox (1966) suggested that there are two main ways in which managers view the employment relationship. One view is described as a unitarist relationship. An alternative view is a pluralist relationship.’
With a unitarist approach you would expect the employee relationship to have no conflict and for the same vision to be shared. The organisation would work together in partnership in order to achieve the same goal. 
The pluralist approach is very different to this (Taylor, 2022 d) If a manager holds a pluralist view, conflict is an inevitable feature of the employee relationship.
It could be claimed that organisations seek to maximise profits whereas workers seek to develop their careers and maximise their incomes.

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

Employee voice is vital to achieving good performance. There are a number of factors that can affect organisational performance, however, employees that feel valued and listened to will be much more motivated to perform well. 
Both individual voice and collective voice have their benefits. Individual voice can be beneficial for employees that wish to raise concerns in confidence and can help to build a mutual trust with their manager, whereas collective voice allows employees to share opinions with support from their peers. By sharing these different viewpoints, along with management input, you can create an innovative workforce in a positive and partnership approach. 
In the CIPD 2019 survey, (Armstrong & Taylor, 2020), found that ‘just over a fifth stated they had plenty of opportunity to speak up and express new ideas. It was established that employee voice is encouraged by leadership and is most likely to flourish in an organisation climate of innovation and flexibility’. 
Providing employees with regular opportunities to have their voice, promoting this via various platforms and avenues, allows for continued good performance and productivity. Regular monitoring of employee voice will highlight any new concerns before they become problematic and allows concerns to be dealt with quickly, keeping disruption to a minimum. 
I other CIPD research (CIPD, 2017), Nita Clarke, Director of the Involvement and Participation Association explored the value and purpose of employee voice and stated ‘Listening to your employees will keep you honest. Everybody at work needs to be heard – whatever their contractual relationship is.’
Employees denied a voice, has a negative impact on the workforce and organisation. If unable to voice their opinions at work, employees are likely to voice these outside of work, which could be detrimental to Go Quests’ reputation. It can result in resignations from unhappy staff and makes recruitment of good staff more difficult. 


Better working lives. (AC 1.5)

Promoting and supporting employee wellbeing is at the heart of our purpose to champion better work and working lives because an effective workplace wellbeing programme can deliver mutual benefit to people, organisations, economies, and communities. (CIPD, 2022 b)
Organisations have a responsibility to ensure their employees are physically and mentally healthy. By encouraging and promoting the wellbeing of their staff and supporting a healthy work life balance, employers can create a positive working environment with organisational citizenship behaviours displayed, thus increasing productivity and performance. 
Investing in employee wellbeing can lead to increased resilience, better employee engagement, reduced sickness absence and higher performance and productivity. (CIPD, 2022 c)
Employers that promote the health and wellbeing and development of their staff, often find it easier to recruit into the organisation and retain their staff.
It is also claimed that engaged employees are more likely to act as organisational advocates than non-engaged or disengaged employees and can therefore play a powerful role in promoting their organisation as an employer of choice (employer brand). (Taylor, 2016)
CIPD created a ‘Good Work Index’ which is made up from 7 dimensions which all contribute to achieving good work. These dimensions combine both subjective and objective measures which consider both opinions and preferences of people, and also unbiased measures such as contract types. 
The seven dimensions are: 
· Pay and benefits 
· Contracts 
· Work-life balance  
· Job design and the nature of work 
· Relationships at work 
· Employee voice 
· Health and wellbeing
These dimensions can benchmark good work or job quality in the UK and identify good practices whilst highlighting areas that can be improved to achieve good work.
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Section Two. 

Organisational conflict vs misbehaviour and informal vs formal conflict. (AC 2.1)

Conflict in the workplace is inevitable, disagreements, feelings, and cultures cannot always be shared but how Go Quest manages these differences and resolves the disagreements, is essential to maintaining a happy, healthy workplace.

According to the CIPD, (Young, 2022) ‘organisational costs of conflict can include:
· Management time in dealing with the conflict instead of focusing on managing the business.
· The risk of costly formal proceedings such as employment tribunals.
· Unworkable relationships and a decline in productivity.
· Lower staff morale and employee engagement.
· Sickness absence.
· Staff turnover and associated recruitment costs.’  

Conflict isn’t always a negative situation, as finding resolutions to conflict, provides openings to change and improvement within the workplace. This is the pluralist approach towards conflict, as mentioned previously in AC 1.3.  
‘Handling workplace conflict in a proactive and positive way will help you improve your team’s morale, retain valuable skills and talent, and reduce sickness absence.’ (“CIPD | Dealing with Bullying and Workplace Conflict: A Guide for Managers”)
Misbehaviour is intentional acts carried out by employees to purposely harm an individual/ a company or business reputation. These acts can include uncivil behaviours for example ignoring instructions, foul language, violence and damage to belongings or the business property. 

Official and unofficial employee action. (AC 2.2)

Unofficial industrial action is employee participation in unofficial strikes (strikes not endorsed by unions). This includes employees that are not members of a trade union but claim to be and take part in strike action. Unofficial strike action does not provide employees with any statutory protection against unfair dismissal. 
Official industrial action, however, does allow employees that are union members to legally take part in official strikes or refuse to do overtime if a resolution cannot be found during the negotiations. There is no common right to strike in UK law, however, the Human Rights Act 1998 “gives a legal right to 'freedom of assembly and association'. This was confirmed by the European Court in the case of Wilson v UK (2002).” (CIPD, 2022 a)
To enable an official strike to go ahead the union are required to organise a legal ballot and must provide the following to the employers: (“CIPD | Trade Union Recognition and Industrial Action: UK Employment Law”)
‘- written notice no less than seven days in advance of the opening of the ballot or the union’s intention to ballot
- send a sample voting paper three days before the ballot opens 
- give at least 14 days’ notice of intended industrial action but, prior to this, to have been informed of the ballot result.’

Emerging trends in conflict and industrial sanctions. (A/C 2.3) 

Industrial action has changed significantly over the years, especially when considering the shift from previously long-drawn-out strikes to more short and strategically planned strikes. This has resulted in fewer working days being lost. However, the strikes are often planned to cause great disruption in a bid to encourage early talks and negotiations. 
(Stephen Taylor, 2022) Statistics on strike action illustrate that strikes have declined in the UK. At their peak in 1979 there were 29.4 million working days lost from strike action, compared with 18,000 in the year up to January 2020 (ONS, 2022).
The causes behind conflict have also changed over the years. In addition to clashes of personalities and differences of opinions / beliefs, common issues now include zero-hour contracts and working conditions. This has been driven significantly due to the cost-of-living crisis and employees seeking financial stability and guaranteed work/hours. 
UK law was recently updated in relation to Zero Hour contracts - In May 2015, the government banned exclusivity clauses for zero-hours contracts. It’s now against the law for an employer to prevent an individual who is employed under a zero-hours contract from working elsewhere. (CIPD, 2022 b)

Third party conciliation, Mediation and Arbitration. (AC 2.4)
Go Quest can seek support from third parties in an attempt to aid settling a dispute. There are three main processes that can be followed, to try and resolve the dispute if direct resolution with the employer/employee is not achieved, these are:
Conciliation. Conciliation is the process of conciliation between disagreeing parties. It is carried out by a third party, a neutral body, this is often ACAS (Advisory, Conciliation and Arbitration Service). They cannot make recommendations; they can only help the parties come to an agreement between themselves. It is voluntary and is free of charge. 
Mediation. Mediation, like conciliation, is voluntary and carried out by a third party, however, they can make recommendations to both employer and the union. It is an informal process, private and confidential, but is not free of charge. Costs can remain low as the process can usually result in a quick resolution. 
In 2008, the CIPD conducted a survey report on workplace mediation. It found that ‘although in only 16% of cases was mediation said to follow an actual or threatened tribunal claim, in 9% of instances a claim was withdrawn. This suggests that, in the majority of cases where mediation is used in these circumstances, it is effective in resolving issues that would otherwise have had to be resolved at a tribunal.’ (CIPD|Suff) 
Arbitration. Arbitration is a formal process where a third-party reviews the arguments made from both disagreeing parties, making a formal recommendation, setting out terms which the employer and employee must agree to. The decision is binding, sacrificing any control the disagreeing parties have over the outcome, therefore requires agreement from both parties to enter into before the process starts. Arbitration is a last resort and takes longer to complete / resolve. Information gathering takes place before the hearing, and then the decision is sent.
‘After the hearing the arbitrator will make a decision in writing, called an 'award'. ACAS will send the award to both sides at the same time within:
· 21 days for collective disputes
· 14 days for individual disputes’ (ACAS, “Arbitration”)


Unfair dismissal legislation (Capability / misconduct issues). (AC 3.1)

The Employment Rights Act 1996 contains the law surrounding unfair dismissal. Employees within the UK have the right not to be unfairly dismissed. 
To enable an employee to raise an unfair dismissal claim, there are certain criteria that the employee must meet:
(“CIPD | Information on Dismissal”) To present a claim for unfair dismissal, you must: 
· have been dismissed 
· be an employee and not a worker 
· be employed for the requisite qualifying period 
· commence the claim within three calendar months of dismissal unless an extension applies 
· not be within the excluded categories (for example, the armed forces). 

The qualifying period differs between employees that were employed prior to 6th April 2012 and after. The continuous service periods do not apply for automatically unfair cases. 
In order to minimise the risk of unfair dismissals, Go Quest must follow fair and consistent capability/ conduct procedures. 
(“CIPD | Information on Dismissal”) One of the main potentially fair reasons to dismiss is because of the employee’s incapability.’
Regarding capability, employers must show they supported the employee providing any additional support / training they might require to be able to carry out their work to the required standard. Completing performance reviews regularly will highlight any concerns which can prevent these concerns escalating into performance issues. 
To state ‘poor work performance’ for reason of dismissal, you must evidence steps taken to aid the employee to improve their performance within reasonable timescales and have evidence of the employee’s failings. 
In relation to misconduct, (“CIPD | Information on Dismissal”) Generally, dismissals for misconduct will only be reasonable if the employee has committed previous acts of misconduct. If the conduct is an isolated incident, it would have to be very serious to justify dismissal for a first offence.


Key causes of employee grievances. (AC 3.2)

A grievance is any form of formal complaint raised by employees within the workplace where it hasn’t been successfully resolved informally. 
Many factors can cause a grievance to be raised within the workplace such as: 
· working conditions
· bullying and harassment 
· flexibility 
· unfair treatment 
· difference in culture, beliefs, and religions
· disagreements 
Grievances not only damage an organisations’ reputation but are costly to your business and affect staff retention.  (Taylor and Woodhams) ‘ACAS (2021) estimates that conflict costs the UK economy £28.5 billion a year (based on pre-pandemic data)’.
Go Quest should write policies clearly setting out behaviours expected from their employees including the standards of work expected of them. It should promote fair working, encourage respect and dignity towards fellow employees and Go Quest alike. It should clearly explain what constitutes as misconduct and as a result, the disciplinary procedure. 
Dealing with disputes between colleagues can be incredibly difficult, therefore it’s imperative that staff within Go Quest are trained and have the knowledge to handle them effectively and fairly - including ensuring any witnesses involved in an investigation are reassured that they will not be treated less favourably having been part of the grievance process. 
(CIPD | Disciplinary and Grievance Procedures: Guidance for Managers) You can reassure them that no employee should be treated any less favourably for having assisted in the process; in fact, they are protected from any form of victimisation that is associated with their assistance and that you will take any allegations of this extremely seriously.

Skills to handle grievance/disciplinary’s effectively. (AC 3.3)

Effective handling of grievances reassures employees that issues are listened to and dealt with respectfully and responsibly. (Taylor and Woodhams) Gallo (2018) wrote that ‘disagreements – when managed well – have lots of positive outcomes, such as better work products, opportunities to learn and grow, better relationships, and a more inclusive work environment’.
Key skills to consider include:
Factfinding/Listening - Establish all the facts from all parties and conducting an investigation to obtain the information needed in order to understand the issue as a whole.
Knowledge - Knowing the policies at Go Quest is vital, to identify if any rules have been broken or if the alleged behaviour/cause for the grievance, is against the organisations’ policies.
Organised - It is imperative clear and accurate records are kept of all information/evidence that is obtained during each stage of the process. 
Remain neutral – Show no bias to any party involved, not discriminating against any party in any way. 
Communicate – You must inform at each stage of the process, ensuring all parties are aware and up to date with all relevant/required information. 
Respect confidentiality – Only sharing information with any party / their representative when you have authority to do so. If unsure, HR teams can advise on the reportable status of information. 
Promoting the positives following a grievance outcome will provide the opportunity to improve the workplace and the work standards for all within the organisation. 


Importance of effective grievance handling. (AC 3.4)

Go Quests’ reputation could suffer significantly if grievances aren’t handled correctly. Disgruntled employees will voice their disapproval if a case is not handled fairly and respectfully, this can lead to a decrease work morale, employees handing in their notice and can discourage external people from applying to work there. 
If a grievance isn’t dealt with effectively and the cause isn’t addressed, this can lead to the issue expanding wider into the business affecting more staff. 
ACAS states ‘Many potential disciplinary or grievance issues can be resolved informally. A quiet word is often all that is required to resolve an issue.’ (ACAS)
A grievance procedure is stressful and can impact not only those involved in the matter, but others within the workplace. Looking after the wellbeing of all employees can help prevent mental health issues arising and employee absence. 
Go Quest must act lawfully by following their grievance policy and the ACAS Code of Practice to avoid further action being taken against you, also reducing the risk of legal claims. 
(ACAS) ‘The procedure you've followed will be taken into account if the case reaches an employment tribunal’.

Collective employment law (AC 4.1)

Go quest can negotiate with staff on limited issues such as grievance / disciplinary matters, however, recognition of a Trade Union means employers must negotiate with Trade Unions on matters such as pay and redundancies. 
Automatic recognition and Recognition by ballot are a result of the statutory recognition procedure. The Trade Union provide a written request to Go Quest asking for recognition, identifying the Trade Union, and Bargaining unit (this is the group of workers that the Union is requesting to represent). If the bargaining unit cannot be agreed, the CAC (Central Arbitration Committee) will decide.
(Daniels, a) For the statutory recognition procedure to be invoked, the trade union making the request must have a certificate of independence.
The CAC can only become involved if at least 10% of the bargaining unit are Trade Union members and if the workers are likely to favour recognition. The Employment Relations Act 2004 set out this process. 
The Trade Union Act 2016, Employment Relations Acts of 1991 & 2004 set out the process for any industrial action to be considered lawful.
Trade unions must inform you at least 7 days before any ballot of employee numbers involved, categories, and workplace - employee names are not to be disclosed. For a ballot to be valid, at least 50% of those entitled to vote must have voted and the majority must be in favour to take action. If the result is in favour of taking action, the Trade Union must provide 14 days’ notice of the planned action. 
(Daniels, c)” If unlawful industrial action is taken (which could be action following a void ballot or action taken without a ballot – known as a ‘wildcat strike’), the employer can apply for an injunction to stop any further action being taken.”
When deciding if an interim injunction is required, the courts will consider if it would be in the interest of both parties, if there any public interest and if there is a serious issue that needs addressing. 

Employee bodies & representation (AC 4.2)

Non-union representation includes employee bodies such as focus groups / staff councils. These groups of staff come together informally, to gain information and then discuss with management, any issues that are arising. Early discussions can lead to fast resolution and improvements being made which as a result, could be positive for employees and Go quest alike. 
Issues relating to terms and conditions, pay etc, employees can consult with collective consultative committees, which include trained Trade Union representatives for the collective bargaining issues mentioned above. This representation holds more power in comparison to staff councils / employee focus groups that are usually voluntary.
Research from the CIPD Collective Employee Voice Report July 2022 shows Trade Unions are still seen by employees as relevant and still an everyday reality for organisations, see chart below:


[image: ]

There are occasions where employers must collectively consult. According to CIPD Collective Employee Voice Report July 2022, the most common situations to require consultation are proposed redundancies of 20+ staff and transfer of the business (TUPE). 
Failure to meet requirements regarding collective consultation means employees could make employment tribunal claims which could result in compensation of up to 90days full pay for each affected employee. 
If Go Quest has 50 or more employees, your employees have the right to request a formal agreement to be consulted and informed regarding important decisions and issues. The formal agreement is called Informing and Consulting Employees. ICE agreement covers significant workplace matters such as health and safety, training, staffing levels and working conditions.


Collective bargaining (AC 4.3)

Collective bargaining is employees and Unions working together to discuss and agree changes on matters such as the employees’ terms and conditions of employment, working conditions, redundancy terms or even termination and disciplinary matters. It may include all employees or  limited sections / departments including subjects like hours, pay and holiday entitlement.
Collective bargaining may take place through a voluntary agreement or may be imposed on an employer if a trade union succeeds using a formal union recognition process. (“CIPD | Trade Union Recognition and Industrial Action: UK Employment Law”)
Employers and unions will work out how to run the collective bargaining and decide what will be discussed. Other factors considered are:
· if there is more than one recognised union
· who is included within the bargaining unit
· who will represent the workers
· where and when the meetings will happen
· what will happen if the employer and the union do not reach an agreement
The process must be completely genuine with no offers of inducements to the unions from Go quest in an attempt to discourage negotiations taking place. 
Agreements following the discussions may be reached which may be a substantive agreement (set out agreed conditions), procedural agreements (methods and procedures to be followed) or partnership agreements. If an agreement is not reached the process will extend on to dispute resolution. 
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