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Section One 

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

Employee voice lets people communicate their views to their employers on matters that affect them at work and can help to build trust between employers and employees. Employees feel valued with increased job satisfaction and employers see greater productivity. It is also important for more inclusive working environments (CIPD, 2024). 

Although there isn’t a one size fits all when it comes to gauging employee engagement, Go Quest could measure this based on whether their staff are healthy, happy, fulfilled and motivated to perform better (CIPD, 2023d). By giving employees effective channels for voice and listening and acting upon their concerns, Go Quest could make their staff feel more engaged and increase staff retention (CIPD, 2023d).

Traditionally, Employee voice is linked with collective voice through trade unions as it is believed that collective employee voice is stronger and has more impact (Taylor and Woodhams, 2022a). However, due to the decline in trade union memberships and individual and more direct forms of communication increasing, this has challenged that employee voice needs to involve trade union input (Taylor and Woodhams, 2022). However, it does remain a key collective voice in improving working relationships (CIPD, 2024).

Remote and home working has given different ways for employees to have a voice and due to social technology, employees are more familiar with mobile devices and digital meeting platforms such as Microsoft Teams and Zoom (CIPD, 2024). This means that the employee voice in not limited to being in-person and can engage ‘hard-to-reach’ groups by enabling employees to respond from anywhere at any time (CIPD, 2023e). However, the risks with technology can be barriers to Equality, Diversity and Inclusion (EDI) if an employee doesn’t have access to the technology or doesn’t have confidence in it (CIPD, 2023e).

Social media can enable more access to employee involvement and participation and reduce employee silence but as they aren’t owned and controlled by management they can be seen as a threat (Taylor and Woodhams, 2022). But this type of platform could replace things like employee surveys as they can be boring to complete with the same questions yearly and a simple agree/disagree answer that is not fed back in real time (CIPD, 2013).


Employee involvement and participation and how it builds relationships. (AC 1.2) 

Employee voice can be facilitated by employee involvement and participation (EIP) practices and processes (Marchington et al, 2020). 

Employee participation is where employees participate in organisational decision making through their representatives such as joint consultation committees, employee forums and partnership working. They function like a union but aren’t one (Taylor and Woodhams, 2022a). 

Employee involvement is when management contact employees directly in ways such as emails, suggestion schemes and problem-solving groups in order to gain their ideas and co-operation (Taylor and Woodhams, 2022a).

The Information and Consultation of Employees (ICE) Regulations made the use of EIP processes mandatory from 2005 for all organisations that have more than 50 employees (CIPD, 2024), the regulations ensure that all employees have a legal right to be informed and consulted about things like employee relationships and job security however, it has not necessarily increased the say employees have in organisational matters (Taylor and Woodhams, 2022a).

Go Quest should ensure that their employees have access to different voice channels as when management actively listens, employees feel heard and that they can participate in decisions being made therefore it increases wellbeing and motivation. If staff are more engaged then Go Quest could benefit from higher productivity and reduced absenteeism and workplace conflict (CIPD, 2024).


Employee voice tools and approaches. (AC 1.3)

According to CIPD (2019), the top three employee voice tools are one-to-one meetings with line managers, Team Meetings and Employee Surveys showing that informal employee voice methods are preferred to formal ones involving trade unions and that line managers play a critical role in enabling employees to voice their ideas and concerns (CIPD, 2019). 

Group voice channels enable employee voices to be heard collectively rather than individually (CIPD, 2023f) and digital channels are easy to access however, Go Quest should have a diverse mix of communication outlets to ensure they reach more of their workforce (CIPD, 2023f).

Employee surveys can increase engagement and have greater involvement if they are shorter and more frequent like pulse surveys rather than the longer annual survey’s (CIPD, 2023g).  121s with managers, also known as ‘individual face-to-face communication’, are said to be the most common method of communication in the workplace but with this can bring the most problems if the quality and accuracy isn’t right (Armstrong & Taylor, 2014) and team meetings or briefings aims to involve everyone in the organisation at each level discussing specific topics (Armstrong & Taylor, 2014). Go Quest should plan in team meetings and 121s regularly to ensure their employees have a way to communicate any issues.

When driving employee engagement, two approaches that can be used are leadership and rewards.

There should be a collaborative approach including employees, line managers, HR, senior managers and trade unions representatives (Taylor & Woodhams, 2022a). The CIPD ‘Good work index’ survey found that employee engagement, enthusiasm and job satisfaction were consistently linked to the quality of relationships and support between employees and managers (CIPD, 2023b).

CIPD (2024a) states that pay, and benefits are an important part in keeping employees engaged and these can be financial or non-financial rewards such as flexible working and employee voice. Go Quest could involve employees in decisions relating to how and when they work to engage their workforce.


Interrelationships between employee voice and organisational performance. (AC 1.4)

The definition of employee voice can vary across different contexts (CIPD, 2024). The one being used for this report is:
They ways and means through which employees attempt to have a say, formally and/or informally, collectively and/or individually, potentially to influence organisational affairs relating to issues that affect their work, their interests, and the interests of managers and owners (Taylor & Woodhams, 2022a. pg. 15).

Hive (2023) state that companies that listen to their employees and take the time to investigate the problems they face, perform better. They go on to say that when employees feel heard they are more engaged, resilient and effective. 

Allowing employees to have a voice in matters such as dissatisfaction in the workplace can lead to retention of employees as they can be honest rather than leaving the organisation (Investors in People, 2019). By letting people have a say in how the organisation operates, Go Quest could see improved effectiveness and performance which leads to better wellbeing and motivation (CIPD, 2024). 

However, CIPD (2019) found there were two types of employee voice, the one that benefits the organisation and one that is there to serve the individual. In their report, 25% of employees either never or rarely had the opportunity to raise ideas that would affect organisational performance and that the opportunities were greater in senior levels that junior. A quarter of the people surveyed felt that they could not speak up even when they had something to say (employee silence) and this could harm employee wellbeing and organisational performance. 


Better working lives and how this can be designed. (AC 1.5)

The CIPD’s Good Work Index annually benchmarks job quality in the UK. Over 5,000 workers from different occupations are surveyed around key aspects of their work. They survey the workers based on 7 dimensions:

· Pay and benefits
· Contracts 
· Work–life balance  
· Job design and the nature of work 
· Relationships at work 
· Employee voice 
· Health and wellbeing.
(CIPD, 2024a)

The CIPD’s Good Work Index report 2024 focuses a lot on conflict at work with the highest reported being shouted out, undermined or humiliated, or being verbally abused (Brinkley, 2024). Although the number of conflicts being reported has dropped by 5% since 2019, this could be linked with homeworking as being shouted at etc is linked with being in person. With reports of conflict, came lower job and pay satisfaction and employees were more likely to report negative impacts on their mental health (Brinkley, 2024). 

In their report, the top reason for people quitting their jobs was better pay and conditions and those in more high-pressured jobs were more likely to report conflict and dissatisfaction with pay (Brinkley, 2024). Go Quest should ensure that all staff are supported and have the relevant training to be able to complete their roles. They should also look at job matching and judge whether the pay matches the responsibilities Brinkley, 2024)

Work-life balance was the number two reason for people quitting (Brinkley, 2024). Go Quest could promote a better work-life balance by introducing flexible working. By letting employees work from home, start and finish at different times of day, for example, to fit in with school drop off and pick up times, and possibly work from different locations.

Section Two

Organisational conflict and misbehaviour. (AC 2.1)

Conflict in the workplace can occur from a low-level difference of opinion to serious incidents of bullying or harassment but not all conflict is necessarily negative and can be useful when problem-solving and differing opinions is useful (CIPD, 2020).

Organisational conflict can be a misunderstanding or disagreement between colleagues or management. It can be difficult to get colleagues to align to reach company goals when they don’t get along It can come from a lack of communication, differing responsibilities or different personality types (Indeed, 2023). 

Misbehaviour or misconduct is behaviour that is unfair and unethical and can cause distress or disruption to an individual or group (CIPD,202). It is usually dealt with by having disciplinary hearings but if it continues after warnings the employee can be dismissed. Misbehaviour can include bad language and poor timekeeping (Daniels, 2022).

Formal or informal conflict can be between individuals or groups. Each situation can be different but informal conflict usually involves a minor clash or disagreement between employees due to personality clashes and formal conflict may bring claims against an organisation at an employment tribunal for grievances and disciplinary procedures (NCVO, 2022).

Official and unofficial employee action. (AC 2.2)

When employees act against their employer due to a dispute relating to a work issue this is called ‘Industrial action’ and employees, employers and trade unions must abide by industrial action law covered in the Trade Union and Labour Relations (Consolidation) Act (TULRCA) 1992 and the Employment Rights Act 1996 for this to be ‘Official’ and employees to be protected (ACAS, 2024).

For the action to be lawful (official), trade unions must inform employers of any ballot to be taking place (at least 7 days prior) and they are to inform employers of the numbers and types of employees to be balloted. 50% of eligible employees must vote and 40% of employees entitled should vote yes for the strike action to be official (Daniels, 2022).

Action is ‘unofficial’ when any form of action has not been authorised by a trade union and therefore will not be protected from unfair dismissal (CIPD, 2023). Daniels (2022, p. 229) states unlawful industrial actions occurs when action is taken following a ‘void’ ballot or without a ballot, sometimes known as a ‘wildcat’ strike. Unofficial action can also include ‘secondary action’ which is when employees support striking workers in a different workplace (ACAS, 2024). 

Any employee that takes any form of unofficial action is not protected by the industrial action law and may be dismissed fairly for taking the action (ACAS, 2024).

Emerging trends in conflict and industrial sanctions. (AC 2.3)

Watt (2024) states that the data tracking by ACAS is showing a change in trends for conflict in the workplace. With an increase in more complex individual cases and a reduction in collective disputes going to employment tribunals. 

Formal collective cases in quarter 3 of 2023 were down 30% from the same time in 2022 and down 24% from the previous quarter (Watt, 2024). Whereas individual complex cases such as discrimination and whistleblowing were up by 4% in quarter 3 from the first 2 quarters when entering the early conciliation stage. This is likely to roll over to more cases being lodged for employment tribunal. 

The Office for National Statistics (ONS) shows falling trends in days lost to industrial dispute with a reduction of 722,000 days lost from December 2022 to December 2023 Watt, 2024). In the case of Royal Mail workers, 18 days were lost in quarter 4 of 2022 in the dispute regarding pay and conditions that was finally settled with 75.84% of the 67% of CWU members turn out agreeing to the proposed deal (Webber, 2023a).
Watt (2024) goes on to say that in a complex, changing and challenging environment, resolution is still often possible if parties engage at an early stage and CIPD (2020) state that organisations could use more proactive and innovative reporting channels if employees want to report bullying and harassment confidentiality by offering telephone helplines run by third parties.

Conciliation, mediation and arbitration. (AC 2.4)

Mediation is when an independent and impartial third party discusses problems between employees and employers (Gov.uk, no date). It usually follows informal discussions, and they look for solutions when none have already been agreed. Mediation is voluntary and the mediator cannot force either party to accept the solution. Both parties must agree on the solution to resolve the problem (Gov.uk, no date) and any agreement made is usually morally rather than legally binding (CIPD, 2023a). Mediation hopes to find faster and less stressful solutions and aims for a win-win solution (CIPD,2023a).

If during mediation a solution is not agreed then the next step would be conciliation, this is like mediation but is normally used to find a solution before making a claim to an employment tribunal (early conciliation) or after a claim has been made to an employment tribunal (Conciliation). Conciliation is also voluntary and both parties must agree to it prior to it happening (Gov.uk, no date). 

Arbitration is conducted by a neutral person who doesn’t take sides and they make decisions based on the evidence presented (ACAS, 2022). Both parties would send the arbitrator and each other written statements and supporting documents then a hearing will be held (ACAS, 2022). Both parties must agree that the decision made by the arbitrator is legally binding, if any party does not agree this can then continue to an employment tribunal (gov.uk, no date).

Legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1)

Dismissals in relation to misconduct and poor performance are common and are classed in law as ‘potentially fair’ if handled correctly (Taylor & Woodhams, 2022a). However, an employee’s dismissal from employment may be deemed unfair by law if they have worked for the organisation for more than 2 years and there was no fair reason, there was not enough justification, or a fair procedure wasn’t followed by the employer (ACAS, 2022a). 

If Go Quest wanted to dismiss a worker relating to misconduct (unacceptable or inappropriate behaviour) or capability (performance not related to illness) then they would have to follow the ‘ACAS Code of Practice on disciplinary and grievance procedures’ (ACAS, 2022a).

Where misconduct is alleged there should be an investigation and disciplinary hearing by different people where possible (ACAS, 2015) the employer must believe that the employee is genuinely guilty and must have reasonable grounds to believe that following the investigation (Medhurst, 2018).

If the misconduct could be deemed as ‘ordinary’ then Go Quest must conduct a full investigation, arrange a hearing so that the accused employee can put their case forward and be represented if they choose to and if appropriate issue a formal warning. The employee also has the right to appeal to a more senior manager (Taylor & Woodhams, 2022a). They must not dismiss for a first offence unless it is deemed as ‘Gross Misconduct’.

Capabilty issues should be handled in a similar way to ordinary misconduct with the employee attending a hearing. A period should be agreed in which Go Quest expect the performance to improve with specific targets to be met and they should provide a training programme or assistance (Taylor & Woodhams, 2022a).

Analyse key causes of employee grievances. (AC 3.2)

Employee grievance must be dealt with in the same fair manner as disciplinary procedures and employees should be encouraged to discuss concerns with their line manager informally if appropriate however employees can raise grievances formally if they feel necessary (CIPD, 2023h). 

Webber (2023) state that key causes of employee grievance can include bullying or harassment and relationships with colleagues and managers and Unison (no date) state a grievance can be raised for any issues relating to the terms and conditions of employment. They go on to say these can include pay and working conditions, workplace rules and allegations of unfair treatment.  

CIPD (2020) found that in the previous year to the report conducted, 35% of employees had experienced some form of conflict in the workplace, whether it be an isolated incident or continuing difficult relationship. They also found that employees were twice as likely to have experienced bullying than harassment (not sexual harassment) at work in the previous three years and that 4% reported experience of sexual harassment.

Go Quest should ensure they have policies in place that deal with equality and diversity and bullying and harassment, but these will only have impact if the policies are visible and followed correctly (CIPD, 2020).

Skills required for effective grievance and discipline-handling procedures. (AC 3.3)

Conduct and capability issues can be dealt with by disciplinary procedures and issues relating to things like bullying can be managed as a grievance (CIPD, 2023i).

The way managers at Go Quest handle situations can make a difference to how the team values them, and they could lose the respect of the team if they are being inconsistent with the way they manage situations (CIPD, 2023i) 

The key to handling grievance and disciplinary interactions is control (ACAS, 2014). Managers should prepare by looking at the work policies, establishing the facts and getting support if needed. 

Communication is very important and effective questioning skills means that appropriate questions are asked to get useful responses. When responses are received, active listening skills are key.  skilled communicators use non-verbal communication to back up their responses and active listening is picking up these non-verbal signals as well as the words, taking note of facial expressions also (ACAS, 2014). 

Managers should stay in control and adapt their approach if necessary if the first approach isn’t working. They should be professional and willing to negotiate if the employee is acknowledging the issue and ready to compromise (ACAS, 2014).

Go Quest could send their managers on ACAS’ ‘Handling difficult conversations’ training where they can find the information at https://www.acas.org.uk/training.

Handling grievances effectively. (AC 3.4)

If an employee has an issue at work and it has not or cannot be resolved informally then they can raise a grievance. A grievance is a formal process relating to a very serious issue such as sexual harassment or whistleblowing that cannot be resolved informally, or the employee doesn’t want it dealt with informally (ACAS, 2024a).

According to the ACAS code and the law, Go Quest must follow a ‘full and fair procedure’ if one of their employees raises a grievance (ACAS, 2024a). All grievances should be dealt with fairly and consistently and the employer should investigate so they can make a fair decision. 

It is important that organisations follow ACAS Code of Practice, if a grievance case went to a tribunal and they found that the employer or employee did not follow this, they are able to adjust the award by up to 25% for failure to comply (CIPD, 2023h). It is important that a grievance is handled effectively as if an employer fails to follow the procedure correctly, they can seriously damage the relationship of mutual trust between employer and employee and the employee can bring a case to tribunal for constructive unfair dismissal (McConnell, 2014). 

CIPD (2020) state that if an organisation’s response falls short of what’s required then the confidence employees have could short-lived.  If they respond quickly and effectively to complaints then people managers can become part of the solution, not the problem.

Collective employment law. (AC 4.1)

Collective employment law regulates all activities and behaviours surrounding the actions between trade unions, work councils and employers’ associations with employers. It is there to protect the rights of workers to join a union (or as many unions as they wish) without retaliation from their employer (Oxford Reference, no date). It also gives trade unions freedom to organise collective bargaining, strikes and other forms of industrial actions (Oxford Reference, no date). 

If a strike is lawful then those taking part are protected from unfair dismissal (CIPD, 2023). Employees are protected under collective employment law and if an employee is dismissed on grounds relating to recognition or derecognition of a union they can bring a claim of unfair dismissal regardless of their length of service (CIPD, 2023) The employee would have 3 months from the dismissal date or date that they were subjected to a detriment to bring a claim, if the tribunal declares the employer acted unlawfully then they can award compensation (CIPD, 2023).

The Information and Consultation of Employees (ICE) regulations gives employees the right to request that their employer consults them about issues in the organisation (CIPD, 2023c) and came into effect in 2005 for any organisation that has 50 or more employees. This however doesn’t happen automatically and requires a formal request from 2% of employees (minimum of 15 employees). 


Employee bodies, union and non-union representation. (AC 4.2)

Employee representation can come in the form of union and non-union and if a trade union is recognised in an organisation, it means the employer is required to negotiate with them (Taylor & Woodhams, 2022). Trade unions can represent individuals in disputes such as disciplinary cases and represent collectively on such matters collective redundancies and pay negotiations (CIPD, 2023j). 

ACAS (2014a) estimate that around half of the UK employee representatives are non-union and that their role is more restricted than their counterparts however in organisations where a trade union isn’t recognised, representatives dealing with employee safety, The Transfer of Undertakings (TUPE) and collective redundancy have the same statutory rights to include paid time off to complete their duties and to attend training, they are also protected against being dismissed on the grounds of carrying out their duties (ACAS, 2014b). Voluntary consultation forums set up by employers with no reference to the law have no statutory rights (ACAS, 2014a) and workforce agreement reps don’t have any right to paid time off but are protected from dismissal or detriment (ACAS, 2014b).

European consultative bodies can be union or non-union and are there to negotiate an agreement with central management for European Works Council (EWC). Once established, all rights apply to the employee representatives whether union members or not (ACAS, 2014b). Information and Consultation of Employees representatives (ICE) only have rights if under negotiated or standard agreements, if they were established under a pre-existing agreement then they have no rights to paid time off, but employers could show good practice by allowing this (ACAS, 2014b).

Collective bargaining (AC 4.3)
The official process where Trade Unions negotiate with employers on behalf of their members is call collective bargaining and it is only possible when the employer and the trade union agree on the scope for negotiations (TUC, no date).
When a trade union is recognised by an employer, recognition agreements are negotiated and act as contract authorising the union to negotiate on pay and working conditions for their members (CIPD,2024).

Daniels (2022, p. 219) states that if an employer recognises a trade union, they are required to negotiate on matters such as redundancies and pay negotiations as these are covered by collective bargaining and Daniels (2022, p. 223) goes on to say that the employer is required to disclose information requested by the trade union that is related to the issue being addressed, and that is of importance to the negotiations in so that the bargaining process can proceed effectively.

Collective bargaining gives employee voice, and the purpose is to aim for agreements being reached because of genuine negotiations and if any agreement is made resulting from a collective bargaining process this is called a Collective Agreement (CIPD, 2024).
If an agreement cannot be made through collective bargaining due to parties being too far apart or a ‘take it or leave it’ approach, the union can call for industrial action (CIPD, 2024).
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