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Section One 

1)  (AC 1.1) 
In a report published by Macleod and Clarke (2009), they concluded that in organisations that demonstrated high employee engagement and high performance, there were ‘four enablers of engagement’ that were common themes;
· Leadership – create a strong strategic narrative, which is visible and empowering. Employees know how they contribute to the organisations purpose.
· Engaging managers – focus their people, give them scope, treat them as individuals. They facilitate and empower rather than restrict. 
· Employee voice – Employees are seen as central to the solution, and to be involved and listened to. Their opinions count.
· Organisational integrity – the organisational values are reflected in day to day behaviours (MacLeod and Clarke, 2009).
There is not one definition of employee engagement, but Gifford and Young (2021) suggest it’s a ‘psychological state’ that is experienced by employees. 
Employee Voice can be defined as the way in which employees communicate their views to their employer, with the view to influence factors that affect them at work. Having an effective employee voice can contribute to building trust and integrity, and can increase productivity and organisational innovation and improvement. For employees, having the ability to self-express can result in increased job satisfaction and them feeling valued by the organisation (Peters, 2022). 
In order to have an effective employee voice, organisations must maximise the impact, by offering a diverse mix of ways to offer two-way communication. This is more effective and will enable organisations to reach a broader spectrum of staff. 
Campbell et al (2021) suggest utilising the following methods;
· Meetings – can provide a formal and informal means of idea sharing, and meetings promote accessibility and visibility.
· Employee apps – can support better communication (particularly internal) and can easily reach non-office based employees. 
· Employee forums – must be clearly defined, with remits and responsibilities confirmed through forum members. 
· Intranet – making employee voice visible and accessible by sharing details on internal intranet. 
· Focus groups – (ideally 12-15 employers per facilitator) used to identify important issues that can be explored further through surveys/studies 
If an organisation is prepared to implement framework to support employee voice, it can result in better outcomes for the organisations (Campbell et al, 2021).

2)  (AC 1.2) 
Marchington et al (2020, in Taylor and Woodhams, 2022) suggest that employee voice can be facilitated by employee involvement and participation (EIP). 
Employee involvement – management in the organisation communicate directly with employees to discuss their ideas and gain cooperation, i.e. through email, management briefings and newsletters. 
Employee participation – employees participate in organisational decision making through representatives, functioning similarly to a union. Examples would be; partnership working and employee forums (Taylor and Woodhams, 2022). 
The Information and Consultation of Employees (ICE) regulations were implemented in 2005 in the UK, which provide employees with a legal right to be ‘informed and consulted about various employee matters’, such as job security (Taylor and Woodhams, 2022). 
Benefits of EIP for employers are;
· Opportunity to build and sustain trust
· Organisations gain a quicker understanding of risks, issues and opportunities
· Drive advocacy and assist recruitment and reputation
Benefits of EIP for employees are;
· More diverse perspectives being heard
· Employees are able to share their own ideas 
· Can contribute to good work and job quality, increasing job satisfaction and wellbeing 
The CIPD (2019, pg4) note that EIP and voice is a way of ‘offering dignity and respect to workers’
In addition to this, Taylor (2017, pg15) states that ‘a greater voice in the organisational decisions that affect your job can make people feel better about their work’. Taylor (2017) also outlined that employees who had no employee voice experienced negative impacts on their wellbeing. 
The above outlines how EIP can benefit both employer and employee.  When there are mutual benefits, this can help build a relationship of trust between employer and employee, and fosters a positive working environment. 

3) (AC 1.3) 

There are a variety of tools that Go-quest could use to drive their employee engagement;

1. Focus groups - (ideally 12-15 employers per facilitator) used to identify important issues that can be explored further through surveys/studies. Although these can be useful to gain further understanding around certain concerns, the groups only represent a small number of employees, therefore the comments may not represent the overall view of the company. 

2. Employee surveys – a well-known method of collecting employee feedback. Surveys are anonymous, which means employees can air their honest feelings/opinions. Usually done by email, they can exclude staff who don’t have access to a company computer/email. An employee app to run the survey through could support better communication (particularly internal) and can easily reach non-office based employees to help facilitate a higher engagement number.

3. Employee forums – roles must be clearly defined, with remits and responsibilities confirmed through forum members (Campbell et al, 2021).

Go-quest could use the following approaches in order to drive employee engagement;
1. Employee recognition and rewards – employees are more likely to engage in their work when they feel valued by their organisation. Reward and recognition can be varied, such as ‘employee of the week/month’, yearly award ceremonies or bonuses for financial incentive.

2. Two-way communication – this is an approach to build trust between employees and the organisation, as it provides the employees the opportunity to voice their concerns. One of the easiest forms of facilitating two-way communication is through regular team meetings (informal). For two-way communication to hold value, it is important for managers and senior leaders to both listen, and act on concerns raised (Peters, 2022).


4) (AC 1.4) 
According to Peters (2022) ‘employee voice is the way people communicate their views to their employer and influence matters that affect them at work’. Peters (2022) states that an effective employee voice leads to organisational improvement. Employees that have a safe environment where they can voice concerns/opinions builds trust between the employees and the organisation. Building trust can leave employees feeling valued and increase their job satisfaction. In terms of organisational performance, having an effective employee voice where trust has grown will allow employees to suggest ways to improve operations, resulting in improved organisational performance, and having positive outcomes for both employees and the organisation. 
Having an effective employee voice is also echoed by the CIPD (2022) Good Work Index, where they outline 7 dimensions of job quality; one of which is employee voice. What the CIPD (2022) Good Work Index also highlight is that workers in skilled trades or ‘elementary occupations’ tend to score lower on the employee voice index, so this is something GoQuest should consider, as roles in their organisation could be classed as ‘elementary occupations’ (CIPD, 2022). 
In contrast to the above, having no employee voice or a poor one where concerns and opinions are not listened to and acted on by managers, can result in employees feeling undervalued, leading to low morale. This is likely to have a negative effect on the organisation, and is likely to lead to lower productivity, lower job satisfaction, lower employee engagement and higher employee turnover (Peters, 2022). 
If employees don’t have trust in their organisation they will stop speaking up on matters of importance, as they don’t believe there is a benefit of speaking up. This is called employee silence and this could be detrimental to an organisation (Peters, 2022). 
GoQuest need to ensure that they foster an open and honest two-way communication strategy for their employees to create a healthy employee voice to positively impact the employees and organisation. 

5) (AC 1.5) 
Promoted by CIPD, the concept of better working lives is about driving improvements for workers across different sectors and occupations in the UK, surrounding key aspects of their work and employment. The CIPD Good Work Index is done annually and is a benchmark of job quality in the UK. 
The latest report written by Wheatley (2022) states that job quality is affected by a range of factors and that all employers and people professionals play an important role to ensure that ‘work is both productive for the organisation and good for employees’. 
The CIPD Good Work Index is based around seven areas of measurement;
1. Pay and benefits – fairly rewarded and gives people the means to securely make a living. 
2. Employment contracts – terms of employment, contract type, job security.
3. Work-life balance – overwork, commuting time, flexible working
4. Job design and the nature of the work – opportunities to develop and ideally a sense of fulfilment, workload and intensity, skills and qualifications.
5. Relationships at work – supportive environment with constructive relationships
6. Employee voice – the voice and choice to shape their working lives and channels to voice their views to senior management
7. Health and wellbeing – physically and mentally healthy (CIPD, 2022).
Better working lives can be designed by involving all members of the organisation, and ensuring employees, people professionals and senior managers are all working towards the same goal, to reap potential benefits for all. 
In addition to ensuring they are legally paying the living wage, GoQuest could look to implement training for their managers to enable them to develop good people management skills and create good-quality relationships within the organisation. Looking to provide careers progression for all employees is also an important element GoQuest could consider. Where possible, flexible working could be facilitated, and looking at ways to enhance job roles to increase job satisfaction in a bid to improve retention. Another important element to consider is the implementation of health and wellbeing initiatives to ensure employee health and wellbeing is at the forefront (Wheatley, 2022).

Section two:
This section of the report needs to provide understanding to Go Quest’s managers on the different forms of conflict behaviour and dispute resolution and how to manage performance, disciplinary and grievance matters lawfully. You need to:

1) (AC 2.1) 
Organisational conflict can be described as when employees within an organisation have differing of opinion/objectives/beliefs which can cause stress or arguments within the organisation. 
Organisational misbehaviour can be described as when individuals within the organisation take actions that go against the ‘norm’ or agreed standards (Suff, 2020).
Informal conflict can be seen as conflict that can often go unnoticed e.g. ‘quiet quitting’, absence from work, or isolating colleagues from social events, and can cover things that are not ordinarily covered by an organisations policies or procedures. Suff (2022) states that this type of conflict is often difficult for organisations to tackle. 
Formal conflict however is where an individual has done something that has further ramifications e.g. raising a grievance, or doing something that results in a disciplinary such as harassment, that is covered by an organisations policies and procedures. 
Suff (2022) states that not all conflict is negative, however she highlights that even minor disagreements between people can escalate if not addressed and resolved ‘at the earliest opportunity’. 
A pluralist view of conflict is that there will always be differences between people, which can lead to conflict, so organisations need to have robust systems to place to deal with this. In contrast to this, a unitarist view is one which assumes conflict will not occur, and if it does, it is an exception to the norm, rather than the norm. 
GoQuest would benefit from reviewing their organisational policies and procedures on how they handle conflict. It would also be a benefit for senior managers to go on conflict management training, so they are prepared and informed to tackle problems early on, trying to avoid escalation. 

2) (AC 2.2) 
When conflict arises, it is in everyone’s best interests to avoid escalation. When employees feel that the conflict/issues cannot be resolved they may look to take official or unofficial action (Harcourt et al., 2023).
Employee action can be viewed as unofficial when the action isn’t authorised by a trade union, or if a trade union doesn’t follow the rules (ACAS, 2023). Unofficial action isn’t protected by law, so any unofficial action could leave the employee/s at risk of being disciplined or dismissed (Harcourt et al., 2023).
Official employee action is an official strike, where a trade union is involved and union members participate. Trade unions are required to follow all the legal rules set for industrial action, to ensure it can be classed as ‘official’. This includes holding a ballot for members to vote. Employees are protected by law in an official strike (ACAS, 2023). Trade unions intervene on employees behalf in an attempt to reach an acceptable settlement between parties (Harcourt et al., 2023).
Both official and unofficial employee action can have a negative impact on the workplace, both on morale and performance. GoQuest need to ensure that any workplace issues are responded to and dealt with as soon as possible before they escalate to employee action. 
3) (AC 2.3) 
Workplace conflict is likely to arise when there are personality/value clashes within a team/department, lack of standard rules/guidance or lack of transparency of policies and procedures. Taylor and Woodhams (2022a) believe that individual conflict within an organisation is more common than wider organisational conflict, and this conflict presents itself in the form of absences, resignations, or grievances. In a report by Suff (2020) one of the most common reasons for grievances were regarding dissatisfaction with wages. 
Grievances/conflict can result in industrial action if not dealt with swiftly, allowing the conflict to escalate. According to Hannah (2019), an emerging trend of no upfront cost for tribunal charges, have made it easier for employees to file claims, leading some to believe that this gives a wider audience access to justice (Saundry et al, 2014).
Saundry et al (2014) suggests that a high volume of claim numbers could be explained as ‘large scale multiple claims’ (industrial action). These type of claims relate to wider issues such as equal pay or organisational redundancies. This could suggest that the extent of conflict within the workplace hasn’t changed, but the nature of it has, along with how employees are expressing their issues. This could be supported by ONS data, which shows that in the latter half of 2022, strike action increased by circa 700%, which is contrary to the claim by Taylor and Woodhams (2022a) that strike action has been ever decreasing since the 1970’s. 
The data captured by ONS suggests that there is a current trend of wide scale organisational conflict, resulting in wide spread industrial action. 
Knowing the recent upturn in industrial action, the UK government have been forced to intervene and have recently implemented the Strikes (Minimum Service Levels) Bill, which ensures that public sectors such as the NHS can limit the number of employees from attending strike action to ensure they can continue to run services (GOV, 2023). 

4) (AC 2.4) 
Conciliation, mediation and arbitration as all options for resolving disputes. These are only usually called upon, once all internal options have been exhausted, and they call upon independent organisations such as ACAS (Advisory, Conciliation and Arbitration Service) to support (Ellis, 2022 in Taylor and Woodhams, 2022). ACAS is government funded. If a solution cannot be reached using the methods below, ACAS will assist employees with paperwork required to take a dispute to employment tribunal. 
Conciliation attempts to find a mutually acceptable resolution to a dispute/conflict, where it is likely the dispute will go to an employment tribunal. They do not make suggestions.
Mediation is voluntary and is confidential. It’s a process where two or more parties have a discussion that is facilitated by an impartial third party (called a mediator) with the aim of reaching an agreement accepted by all parties. Any solutions outlined in mediation are just that, suggestions. Neither party are bound by these suggestions (ACAS, N.D). It is often a preferred option as it is informal. 
Arbitration is an option for resolving disputes relating to unfair dismissal and flexible working by which an independent person (an arbitrator) evaluates the dispute and makes a decision. The decision isn’t legally binding, however Daniels (2022) states there is a moral obligation to comply and implement recommendation. 
5) (AC 3.1) 
S95 Employment Rights Act 1996 outlines potential reasons to dismiss someone fairly
· Conduct – when the employee has done something unacceptable
· Capability – when the employee is unable to do the job or does not have the right qualifications to do the job
· Redundancy – when the job is no longer needed
· A legal reason – when an employee cannot do their job legally i.e. an ambulance driver who has been disqualified from driving
· ‘some other substantial reason’ – a term used for a wide variety of reasons such as, a fixed term contract ending (ACAS, 2022)
S95 Employment Rights Act 1996 states that an employee is to be dismissed if the contract under which he or she is employed is terminated by the employer (ACAS, 2022).
Misconduct or gross misconduct comes into play when an employee has done something that has serious effects, e.g. committing fraud or violence. Each organisation should have their own policies around misconduct, and the employer must ‘still follow a fair and reasonable procedure if someone is accused of gross misconduct’ (ACAS, 2022). Gross misconduct is usually dealt with by dismissal, whereas misconduct is usually dealt with through disciplinary and warnings. 
Capability will need to be assessed carefully, to see if it is a capability issue, or a conduct issue. Again, the employer should still follow a fair a reasonable procedure. When handling a capability concern, employers must give the employee a chance to improve, by providing support and training (if necessary) and a reasonable timeframe in which to show improvement. This may be covered by ‘performance management’ policies/procedures in some organisations (ACAS, 2022).
S94 ERA 1996 states that an employee has the right not to be unfairly dismissed, and to be eligible, they must be an employee, and must have more than two years continuous service, unless the dismissal was for one of the automatically unfair reasons. 

6) (AC 3.2) 
Suff (2022) recommend that all organisations should try to resolve conflict informally, and as early as possible. However, disciplinary action and grievance procedures are the most frequently used according to Suff’s (2020) report.
ACAS (2019) outline an employee grievance as ‘a problem at work’. Following your organisations grievance procedure is the ‘formal’ way to raise a grievance, although they can be raised informally first. When a grievance has been raised formally, the organisation will follow it’s own policy, which will as a minimum be required to follow the ACAS code (ACAS, 2019)
According to a report by Suff (2022), the reasons for and figures for serious workplace conflict are below;
[image: ]

Human behaviour and therefore relationships are complicated, making it difficult to attribute blame to any one specific issue, however as you can see from the data captured, ‘differences in personality styles or working’ was the biggest cause of conflict with 46% (Suff, 2022). 
It does however also highlight bigger workplace issues which may causes mass grievances, such as ‘contracts of employment/terms and conditions’ which show 11% of the vote. 
The causes highlighted above, if not dealt with early, can lead to employee grievances. I would recommend GoQuest invest in manager training to deal with conflict and conflict management, and also review their grievance policy to include more informal ways of handing grievances, before ensuring that anything formal does meet ACAS’s code as a minimum. 

7) (AC 3.3) 
In her report, Suff (2020) states how important it is for managers to be both confident and competent when handing any conflict / grievance / disciplinary hearing that arises. They should know their colleagues and staff well enough to spot tension between people, and address conflict before it escalates (Suff, 2020). 
ACAS (2020) advises that with good employment relationship practices in place, disciplinary and grievances can be greatly reduced. These practices/skills include; good recruitment and induction practices, alongside good training, communication and consultation and good listening skills. 
ACAS (2020) also advise that showing clear leadership skills, showing respect and appreciation and giving staff ways to voice their concerns are all important skills when handling grievance/ disciplinary hearings. 
In grievances related to poor staff performance, any criticism should be constructive, whilst finding ways of the employee to improve in a sustainable manner (ACAS, 2020). 
The ACAS Code of Practice states ‘fairness and transparency are promoted’. Any rules or procedures for dealing with grievances should be ‘set in writing, clear and specific’ (ACAS, 2020).
All decisions made should where possible, be evidence-based, in order to ensure the outcome is fair and consistent (Taylor and Woodhams, 2022b).

8)  (AC 3.4) 
The ACAS Code of Practice sets out principles for handling disciplinary and grievances in the workplace (ACAS, 2020). 
Employers and employees should try to resolve grievances early and efficiently (ACAS, 2020). The primary goal of the employee and HR professionals should be to have an effective and easy to understand process/procedure for managers and employees to follow. Having such processes in place can allow the employer and employee to investigate and find quick and suitable solutions more easily. If a grievance is not dealt with quickly, this may exacerbate the situation.
If a matter escalates and is referred to an employment tribunal, the tribunal are legally required to take the ACAS Code of Practice into account, allowing them to adjust compensation awards by up to 25%, if an employer has failed to comply with the code (ACAS, 2020). 
Conversely, if ACAS feel an employee hasn’t followed the Code, they can also reduce their compensation by 25% (ACAS, 2020). 
It is also part of the unfair dismissal law that employers are required to act reasonably when dealing with grievance and disciplinary issues. 
Managing grievances effectively will benefit both employer and employee. Employees will gain trust in their employer that they are listened too and taken seriously, and employers have the opportunity to create solutions within the workplace to potentially stop further issues arising in the future (ACAS, 2020). 
9) (AC 4.1) 
Collective employment law ‘Is that branch of employment law that regulates the activities and behaviour of trade unions, works councils, and employers' associations and the pattern of interaction between the two sides of industry’ as per definition (Oxford reference, 2023). Collective employment law covers issues such as collective consultation, collective bargaining and strikes. 
Collective bargaining gives employees the ability to negotiate with their employers as a collective group on issues such as disciplinary, grievances and conditions of employment (Daniels, 2022). 
In order for the bargaining process to proceed effectively, the employer is required to disclose information that is set out by TULRCA. The information required is as follows;
· Information without which the union would be impeded to a material degree in carrying out collective bargaining
· It would be good industrial relations practice to disclose (Daniels, 2022). 
As the above could be interpreted in different ways, ACAS Code of Practice sets out some guidelines;
· Any information that is requested must be relevant to the issue being addressed
· The information must be of importance to the negotiations
· The level at which the negotiations are taking place must be considered
· The relevance of the type and size of the organisation must be considered (Daniels, 2022).
Daniels (2022) outlines that any information that is provided can only be used for the purpose of collective bargaining.

10)  (AC 4.2) 
Employee representation comes in two forms, either union (group representation) or non-union (individual representation). 
Non-union representation usually involves an employee being represented by a particular individual or group that is not affiliated with a trade union, such as a people professionals/HR rep.
Union representation is where employees join a trade union, who together negotiates with the organisation on behalf of the employees. 
One key difference between the representations is the negotiating power that the trade unions have. Being able to negotiate as a group adds weight to the terms/changes being sought from the employer by the employees. These tend to be bigger terms/changes, such as pay rises and better working conditions (Taylor and Woohams, 2022). 
Another key difference is that if trade unions are launching official industrial action, employees have statutory protection, where they are allowed to strike for up to twelve weeks. If employees intend to strike and they are not a trade union member, they are not protected (CIPD, 2022a).
Representation that is non-union tends to be about smaller differences, that only affect the person seeking the change, and it may not always require management involvement (Taylor and Woodhams, 2022). This is in contrast to union-representation where the issues are more legally binding, such as pay and conditions (Taylor and Woodhams, 2022). 

11)  (AC 4.3) 
Collective bargaining is only possible where an employer recognises a trade union, and it is an official process where trade unions negotiate with employers on behalf of their employees (TUC, 2023). There must be clear evidence that both involved parties have mutually recognised one another (CIPD, 2022a).
Union representation as part of collective bargaining is seen by many as the most effective way to make improvements to terms of your employment, such as pay rises and working conditions (TUC, 2023). In the UK, collective employment rights are not legally enforceable unless a collective agreement is specifically incorporated into an employee’s contract (CIPD, 2022a). At the outset of collective bargaining, it is often determined that the collective agreement will be incorporated into the contract and that the employee will be bound by future changes, often known as a ‘bridging term’ (CIPD, 2022a).
TUC (2023) advises that most collective bargaining arrangements in the UK are voluntary, but law allows employers to recognise trade unions if enough employees become a member, known as ‘statutory recognition’. 
Collective bargaining gives employees the confidence to challenge pay and working conditions to safeguard themselves, whilst being protected by law. 
The main purpose of collective bargaining is to repair or enhance the relationships between employer and employee, so both reap the benefits of stability and harmony (Taylor and Woodhams, 2022). 
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