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Section One   

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

Employee voice and engagement go “hand-in-hand” (HiveHR, 2022). Voice platforms give employees freedom to feedback on work practices. Having effective developments in place can result in employees feeling valued, important, and appreciated (CIPD, 2023).

Marchington et al. (2020, cited in Taylor and Woodhams, 2022) highlight the different aims of voice practices; some being deeper and more concerned with several matters, which enables employees to have more control and involvement than others having less significance and only being a form of sharing information. CIPD (2019a) discovered one-to-one meetings with managers were the most common form of voice at work. Contradictory to this, 89% felt their management is not supportive and 91% felt their manager was the cause of their problem (CIPD, 2019a). This suggests one-to-one meetings may not be as effective, despite it being the most common. Engaging and supportive managers are drivers for engagement (MacLeod and Clarke, 2009) and have a significant impact on an employee’s experience, therefore should be aware of the consequences (CIPD, 2019a). 

Technology has grown immensely and has made it easier to communicate with one another. Recent developments, i.e., Microsoft Teams, have enabled us to communicate and meet virtually at any time or place, as well as create opportunities to collaborate with multiple teams (Pandey, 2022). Video conferencing tools have encouraged employees to communicate and build better working relationships (O’Boyle and Hogan, 2019). O’Boyle and Hogan (2019) also highlight the support groups developed online through sharing similar interests or issues. However, there are concerns about the use of communication platforms as they seem to create “an always-on environment” (O’Boyle and Hogan, 2019). Not being able to switch off after a long day at work will contribute to burnout and eventually disengagement (Taylor and Woodhams, 2022). 

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

There are similarities between involvement and participation, but they are two different approaches. Involvement refers to sharing ideas and opportunities for cooperation with employees by line managers (Taylor and Woodhams, 2022), so it relates to the communication between employees and employers in a direct form of voice. Involvement practices may be carried out through a variety of communications such as E-mails, suggestion schemes, polls, and more. In contrast, participation actively includes employees in decision-making processes which may influence the organisation or cause a change (Indeed Editorial Team, 2022a). 

Participation empowers staff to develop a sense of ownership and autonomy by helping shape an organisation’s direction or leading on a project and is done as a collective approach (Indeed Editorial Team, 2022a) through joint consultations, employee forums, etc. (Taylor and Woodhams, 2022). Although staff participate in decision-making, there are queries around how much influence employees have; as these suggestions may not be followed up by the organisation (CIPD, 2017). Three in ten feel that their line managers are “poor at responding to suggestions” (CIPD, 2019b) which may have the opposite effect on trying to encourage employee voice. This is contradictory considering the decline in trade union representatives since 1980 (Taylor and Woodhams, 2022). 

Involvement and participation offer employees opportunities to work together to achieve a common goal; a unitarist climate where all involved have the same interests (Taylor and Woodhams, 2022). Southwest Airlines, as an example, invited their employees to participate in the redesign of their uniform (Thomas, 2016). This project created an opportunity for staff with similar interests to meet regularly to achieve one desired outcome. Not only did this method of employee engagement encourage autonomy and belonging amongst the staff, but it also developed a more “cohesive workplace culture” thus benefitting employee relationships (Thomas, 2016).

Building a positive workplace culture to promote high-level engagement is even more crucial now given the manager’s increased responsibility from an engagement perspective (Taylor and Woodhams, 2022). According to Workforce Institute (2021), 74% of employees are more engaged when they feel listened to, which strengthens the employee relationship.

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

Employees can use their voice directly to management or indirectly through collective bargaining (Peters, 2022). Surveys are a direct form of voice that enable employees to feedback and according to Judd, O’Rourke and Grant (2018), are still one of the best ways of measuring engagement. Surveys help give insight to an organisation, how it operates and actions to improve processes and procedures by getting input from the users (Schooley, 2023). However, there are conflicting views on this; Rank that annual surveys may cause mistrust due to delayed turnovers (Rank and Wilson, 2017), causing employees to feel unrecognised. 

[bookmark: _Hlk135926039]Collective bargaining is a form of indirect voice to discuss matters about an employee’s terms and conditions (Peters, 2022). This was once the main form of voice (Harding and Twitchett, 2019) until membership rates started to decline, with the lowest rate recorded at 23.1% in 2021 (Department for Business, Energy and Industrial Strategy, 2022). The continuing decrease highlights an ageing union workforce (ILO, 2021) which implies indirect representation is no longer as significant as it once was. Yet, a recent report shows 45% of employees benefit from employee representation by staying informed and 28% reported “higher levels of motivation, commitment, or performance” (CIPD, 2022a). There are also plans in place to modernise trade union practices in a “digital-first era” (Roper, 2021).

Digital platforms have become another tool for employee voice (Peters, 2022). According to Taylor and Woodhams (2022) the use of social media may cause concern among management as it is not under their ownership or control, but this could provide employees with more freedom to use their voices (Olsby and Thjømøe, 2021). As mentioned, with the decline in trade unions, social media can benefit employer brand as well as practices; Holland et al. (2016) highlights companies who use these platforms as “forward-thinking.”

Engaging managers is a driver of engagement and the relationship between employee and line manager is seen as “make or break” (MacLeod and Clarke, 2009). MacLeod and Clarke (2009) emphasise the importance of having engaged managers as they enable engagement, and supervisor support is considered significant in influencing this (Gifford and Young, 2021). Learning and development opportunities are another driver of engagement (Ryba, 2020) which supportive managers feed into. This also increases retention, with 94% of employees reporting they would remain in an organisation for longer if it supported their development (LinkedIn Learning, 2018).

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

Organisational performance measures how well a company achieves its objectives comparing them with the expected and actual results (Indeed Editorial Team, 2022b). Treatment of employees at work affects performance (UKCES, 2010) and will determine whether your organisation is considered high performing. High-performance working is a strategy that aims to increase employee involvement and performance levels (UKCES, 2009). 

Organisations have a responsibility and duty of care to their employees, therefore opportunities for voice should be implemented directly or indirectly (Taylor, 2017). Having robust practices in place provides a safe space for employees to speak up, which increases their sense of value and trust (CIPD, 2023). Research highlights 50% of employees feel either very satisfied or satisfied with the level of voice they have, which affects motivation and performance (CIPD, 2019a). Further evidence shows connections between consultation and voice to performance and productivity, with effective consultation methods contributing to high-performance work (Dromey, 2015). Myers, Dickie and Taulbat (2018) state effective employee voice may also contribute to staff well-being, and positive well-being can create a ripple effect through social interaction and teamwork which contributes to higher performance (Bryson, Forth and Stokes, 2014)

[bookmark: _Hlk141731131]High-performance working is impacted by voice, but it relies on levels of engagement, and performance cannot rely on engagement alone (Garrard and Chamorro-Premuzic, 2016). HiveHR (2022) describes voice and engagement as “two of a kind”, therefore depend on each other to enable high-performance. The current UK engagement levels are at a very low 9% (Gallup, 2022). Other elements also affect performance, which may have more significance than engagement, such as a safe cultural environment and sense of purpose (Garrard and Chamorro-Premuzic, 2016). For voice to be successful, psychological safety is crucial and organisations/employees should not fear repercussions (Dennis, 2021). Psychological safety also enables organisations to be more effective, which has remained the case for many years (Edmondson, 2002). Edmondson (2002) also recognises how psychological safety removes those fears of speaking up, allowing alternative opinions to be heard, which creates a more diverse and inclusive culture. A diverse and inclusive workplace “plays a critical role” in organisational high-performance working (ILO, 2022) therefore a lack of this could mean staff do not feel heard, therefore feeling demotivated and affecting performance.    

Although employee voice is not solely responsible for organisational performance, it has a great impact and is interlinked through many other factors that do. Enabling and empowering employees to speak up about issues should be viewed as an opportunity to improve working practices and build better relationships (Harrison, 2020). 

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

The UK Working Lives Survey (CIPD, 2019b) identified 7 components and measures of good work; work-life balance, workplace relationships and health and wellbeing to name a few. 

Since COVID-19 and the implementation of hybrid working, 78% of employees feel they have improved work-life balance and 47% say it has improved their well-being in turn (ONS, 2022). However, the UK still has much to consider as it was ranked twenty-fourth out of twenty-five comparators for work-life balance and flexible working arrangements (CIPD, 2019b). 

An environment with opposing views, otherwise known as a pluralist climate (Taylor and Woodhams, 2022), have the potential to cause conflict. Relationships significantly impact employee experience. Figures show negative unresolved dispute remains to be a common issue with 17% of employees, specifically female, feeling undermined or humiliated in the last year (CIPD, 2019b). 

To create a flexible and positive workplace that enables better-working lives, it is important to recognise it will not be a one size fits all approach (CIPD, 2022b) therefore what works for one person, may not work for the other. As explained by Russo and Morandin (2019), supportive managers are key to implementing better-working lives, so they need to be trained accordingly to be able to provide the right support. As well as this, simple but effective practices such as encouraging breaks and promoting self-care (Pratt, 2023) can help contribute to the design of better working lives. 




















Section Two  

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

Workplace conflict may come from an individual or organisation wide (Taylor and Woodhams, 2022). Strikes are a form of organisational conflict. Taylor and Woodhams (2022) argue that organisational conflict nowadays may be known as grievances, disciplinaries, absence, etc., as strikes are not as common as they were at their peak in the 1970s.

Misconduct is when an employee portrays inappropriate behaviours or breaks code of conduct at an organisation (ACAS, 2022a). The following are examples of misconduct, but not limited to (ACAS, 2022a):
Bullying and harassment
Assault or threats of assault (gross misconduct) 
Discrimination 
Offensive language
Misconduct, depending on seriousness, may result in dismissal following a tribunal (Daniels, 2022).  

Informal conflict could mean a disagreement between employees and formal conflict is when a claim has been made against an organisation because of a tribunal (NVCO, 2022). As mentioned previously, the pluralist view would consider informal conflict as highly likely in an organisation with the potential of creativity (Taylor and Woodhams, 2022). However, Taylor and Woodhams (2022) also argue it is a common view that conflict has negative effects which may damage performance as well as relationships – this is a unitarist view. Formal conflict may stem from informal conflict if it remains unresolved. More serious accusations of conflict such as the examples mentioned above should follow a process to be able to rectify the problem such as written evidence from the accuser (Napthens, 2021).

AC 2.2 Distinguish between official and unofficial employee action.

Official action refers to when a trade union complies with legal procedure and requirements, which may include holding a ballot for its members to have the opportunity to vote (ACAS, 2023a). Qureshi (2018) explains that you do not have to be a member of official action if it has been authorised by the trade union. Because official action follows legal legislation, employees who take part are protected by law (ACAS, 2023a). If a union does not follow the correct procedure of official action, it may risk losing immunity and face legal action from an employer (GOV.UK, 2017)

Unofficial action, also known as ‘wildcat action’, is not authorised by a union, meaning there may be consequences and little legal protection of those who take part (Gilligan and Marsden, 2022). As it is unauthorised and does not comply with legislation, employees may have their pay withheld (Gilligan and Marsden, 2022) and are also not protected from unfair dismissals (CIPD, 2022c). 

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

Trade union working has shifted over the last fifty years, with membership rates decreasing since 1979 (Suff, 2022). Yet, recently we have seen a sudden increase in industrial action where workers have taken more control over their rights at work, with union support. Between June 2022 – February 2023, there have been several strikes across different sectors (ONS, 2023), particularly in public relating to wages. ONS (2023) data shows how pay disputes have been an ongoing cause for industrial action since 1999, especially now since 2022 because of inflation. Recent examples of this include the Fair Pay for Nursing strikes, which is considered official employee action as it is authorised by the RCN and follows the relevant legal requirements (RCN, 2023).  Local NHS strikes have been short and well-prepared for due to the nature of the work. There are rules that unions and strikers must adhere to protect patient safety when taking official action (RCN, 2022), otherwise known as derogations where safe staffing levels must be maintained on strike days (NHSEmployers, 2022). 

Employee relations is also changing; managers and HR professionals have had to adapt to remote and hybrid working and different communication channels (HRAcuity, 2022).  Conflict is still very prominent in the workplace and has evolved alongside technology, now occurring via messaging and video conferencing tools (O’Connell, 2021).  As a result of incidents like this, results show 39% of staff wanted to or left their jobs (O’Connell, 2021). In addition to this, although there has been a fall in official action since 1970s, it is still very pertinent, but individuals have different approaches of showing their involvement by using social media (Hughes and Dundon, 2018). According to Dodman (2018), this is the “new picket line for HR”, as users engage organisations and members of the public to stand in solidarity over their rights. 

In recent developments, the government has now created “The Strikes (Minimum Service Levels) Bill” (GOV.UK, 2023) which sets requirements that public sector services and trade unions must meet to be able to still provide a safe service while taking official action. But the TUC (2023) argue this bill is “a full-frontal attack on working people and… unions” and that they are being punished for using their voice (TUC, 2023). If this bill is not followed, a union risks losing legal protection (GOV.UK, 2023).

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

Third-party conciliation involves bringing two parties together to resolve a dispute (Daniels, 2022). This can be carried out before an employment tribunal, also known as early conciliation, or as the tribunal has begun (GOV.UK, no date a). The third-party involved, e.g., ACAS can help to reach agreements by discussing the problem with both sides, potential options and how the conflict may be resolved informally, instead of through a tribunal (ACAS, no date a).

Arbitration involves a non-biased person, also known as an arbitrator, deciding on a case to resolve it after taking all issues into consideration (ACAS, no date a). This method is legally binding and those involved must agree to take part (Taylor and Woodhams, 2022). An arbitrator will review all the evidence and a hearing will take place where the arbitrator will ask for each case to be explained by both parties, ensure all involved understand the issues and allow each party an opportunity to ask questions based on the evidence presented, etc. (ACAS, no date b).

Mediation is when those involved participate in a facilitated discussion with a third party, known as a mediator, to resolve conflict in the workplace but does/has not resulted in a tribunal (Taylor and Woodhams, 2022). This method is informal and confidential yet voluntary, and those involved are not bound to accept the solution that is provided by the mediator (GOV.UK, no date a).  

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

Employees have the right to be protected from unfair dismal by official legislation (Employment Rights Act, 1996). Unfair dismissal includes being dismissed for no fair reason, insufficient evidence or the employer not following a fair protocol; to ensure fairness, we should follow ACAS’ Code of Practice (ACAS, 2022b). 

Capability refers to inability to perform a job role and misconduct is unacceptable behaviour (ACAS, 2022a). It is possible for an employer to dismiss an employee if they do not meet the standards that are set for capability and/conduct. To make this a fair dismissal, there must be evidence to show consistency of the issue and a thorough investigation must take place by the organisation (GOV.UK, no date b). In addition to this, an example of fair dismissal could be outlined in a contract i.e., maternity cover with clarity of dismissal at the end of the contract. 

As advised by ACAS (2020), employees should receive either a first or final written warning, depending on the severity of the capability or misconduct issue. These warnings should describe the incidents which have led to this action as well as a timescale to improve capability or behaviours, length of the warning and consequences otherwise (ACAS, 2020). If an employee has committed gross misconduct, such as theft, physical abuse, etc., it is possible for an employee to dismiss without warning, following a disciplinary (ACAS, 2020). 

Adequate record-keeping is acquired by law (Data Protection Act, 1998), kept confidential and should not be kept for any longer than the necessary amount. 

AC 3.2 Analyse key causes of employee grievances.

According to CIPD (2020), “grievances are concerns, problems or complaints” raised by employees and potential causes could be (but not limited to) issues with contracts of employment, bullying and harassment, relations, discrimination, etc. Grievances may be raised on an individual or collective basis. Collective grievances mean several people raising the same grievance at the same time (ACAS, 2020). 

There has been a staggering 30% increase in grievances over the last two years, with relationships with colleagues and/or managers as the main causes (Webber, 2023). However, as discussed in 2.3, concerns around wages are becoming more and more common as the cost-of-living crisis continues to grow, with 37% reporting this as the main cause (Webber, 2023). 

As mentioned, poor relations with managers appears to be a widespread issue as it is one of the main causes of grievances. Webber (2023) highlighted four in ten felt their issues were handled ineffectively particularly at the informal stage. This is concerning as ACAS (2021a) reported workplace conflict costs an estimated yearly £2.85b, and these could potentially be issues that are resolved at an early, informal stage thus saving employers financially. 

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

In the first instance, conflict should try and be resolved informally between an employee and line manager (Suff, 2023), therefore managers should be trained appropriately. According to Suff (2023), the following areas need to be developed and maintained, to handle informal disputes successfully:
· Capacity to handle conflict and ER issues – including understanding early signs, remaining unbiased and dealing with issues as they arise 
· Develop and sustain healthy relationships – by being compassionate, understanding, and trusting (Suff, 2023)
Though we have discussed skills for informal resolution, it is important to utilise these above skills at a formal level also.

In formal grievances and disciplinaries, those involved should be emotionally intelligent (ACAS, 2020) and be fully aware of the organisations grievance policy and procedures (ACAS, 2020). An employer will demonstrate their skills and understanding of procedures by ensuring all involved are aware of their rights, for example the right to be accompanied by a union rep, and to call for witnesses (Suff, 2023). 

Action learning is a skill that may be very beneficial when conducting grievances and disciplinaries, as it requires paying full attention when someone is discussing their issue (Chastain, 2013). By doing this, managers will be able to respond proactivity by hearing what is being discussed rather than thinking of an immediate response. Chastain (2013) highlights the main aims of action learning being listening, repeating, paraphrasing, and reframing to be able to provide an appropriate resolution. 

AC 3.4 Advise on the importance of handling grievances effectively. 

Handling grievances inappropriately not only has consequences on employer-employee relationships, but legal risks as well (McConnell, 2014). Depending on the severity of the case, the potential legal risk may vary. However, if an employer fails to treat a grievance seriously and not follow own procedures, and by breaching the employees’ contract, the employee is entitled to submit a constructive dismissal claim (Redmans, no date) which could be financially damaging to an organisation if successful. 

As highlighted by ACAS (2020), we should recognise being involved in a grievance can be a stressful situation and how our employees react will differ between each person. As these events can be very serious and potentially life-changing for some, it is vital that we consider our employees’ health and wellbeing throughout the whole process. ACAS (2020) recommends ensuring managers have the relevant training to identify early symptoms of poor mental health and to adjust the arrangements of the grievance, such as allowing an external advocate/support in who is aware of these conditions (ACAS, 2020). Employers also have a legal duty of care to their staff, meaning that mental, physical, and emotional health should all be treated equally; an employer must undertake risk assessments with staff to ensure they are safe (ACAS, 2023b). 

Handling these procedures effectively has an impact on all staff; 22% of people who did not report on conflict but were exposed to it reported a 40% drop in motivation and commitment, and a 19% drop in productivity (ACAS, 2021a). 

AC 4.1 Explain the main provisions of collective employment law. 

Employment law refers to numerous pieces of legislation that regulates the relationship between employer and employee as well as their rights (Indeed Editorial Team, 2023). Under the Employment Rights Act (1998), employees are protected if they wish to join a union. This is a form of employment law. 

Due to the nature of its aim, a trade union is protected by specific laws as they must be informed of organisational changes like health and safety, redundancies, etc. (Suff, 2022). Trade unions that are recognised in workplaces have more power to contribute to working conditions on behalf of their members. If a union is not recognised, they are able to apply for statutory recognition through the Central Arbitration Committee (CAC) (GOV.UK, no date c). Consultation methods must be agreed if the union is recognised; if either party is unable to come to an agreement, this can be escalated to the CAC, where the potential outcome will be legally enforceable (GOV.UK, no date c). If further discussions have taken place and agreements cannot be made, it is possible for the situation to escalate even further, resulting in official action. An example of this would be the ongoing RCN strikes over pay disputes, and the government not being able to reach a reasonable decision (Khan, 2023).  As mentioned in 2.2, employees who take part in this action are protected by law. 

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

The main difference between union and non-union workplaces is the level of power held by the organisation itself and how policies are created, and decisions are made (Indeed Editorial Team, 2022b). In a unionised workplace, these matters are debated and agreed collectively between the company, employees, and trade union representatives whereas in a non-unionised setting, these are agreed solely by the owner of the company (Indeed Editorial Team, 2022b). An example of unionised working would be a collective contract agreement, which is bargained by the union representative and outlines information on salary, contracted hours, etc. (Sala, 2018). 

Consultation is a form of employee representation which involves employers, employees and trade unions to discuss issues affecting them at work (ACAS, 2021b).  There are direct and indirect methods of consulting employees; direct methods include meeting with employees individually or holding formal meetings. An indirect method includes a joint negotiation committee, where employers meet with representatives and managers to discuss and promote best practice (ACAS, 2021b). These both may be used in a unionised workplace, where employees and representatives are able to voice their views to impact a decision. In a non-union setting with no collective bargaining, there may be TUPE representatives, where an employer must inform of Transfer of Undertakings (ACAS, 2014). 

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

Collective bargaining is the official process of unions negotiating with employers (TUC, no date) and is only possible in organisations where unions are recognised. There are three main agreements following this process: substantive, procedural and partnership (Francis-Davies, 2023).
· Substantive: define the agreed conditions for employment. These could be “single union deals” where one union represents all employees (Francis-Davies, 2023). The outcome is called a collective agreement, and these can cover union and non-union members (Morris, 2022). 
· Procedural: define the processes and procedures to be followed to resolve conflict. They aim to regulate behaviours yet are not legally enforceable (Francis-Davies, 2023). 
· Partnership: parties agree to work together for mutual benefit and less conflict at work (Francis-Davies, 2023). In this type of agreement, employees have a high level of influence.

Employers and union representatives should decide on a joint arrangement to disclose information to employees in the most effective way (ACAS, 2003).

The OECD (2018, cited in Bell, 2018) highlights the positive effects of collective bargaining including tackling inequality, boosting productivity amongst employees, manage organisational change and “keeps people in jobs.” The TUC report (2018) emphasises these points with research showing that collective bargaining promotes engagement, which has been identified as a motivator and success factor in section one. 

There are some drawbacks showing that it could be considered as biased as it is more in favour of employees against the employers, the process may be long meaning it could be a while until results are official and even longer before they are felt, and it may damage the relationships between employees and employers (hrlineup, 2020). 
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