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Section one 

1) Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1)
          
Introducing various forms of voice and engagement at Go Quest are both equally important for building a positive culture, productive workplace and improving the employee relationship, if you prioritise the two then you could create a workplace where employees feel valued, supported, and motivated to contribute to the continued success of Go Quest. Beth Halliday (2023) 
As part of the engagement strategy The CIPD 2022:3 recommends developing a holistic employee voice framework that combines individual with collective voice channels, where employees can safely and confidently voice their views and raise concerns. 
Building a successful framework could help you identify any workplace conflicts that could arise through periods of change, like the recent recognition of unions within the organisation and it is recent rapid and future predicted growth. 
In recent years there have been developments on how we approach employee voice and engagement. 
· The use of digital communication tools and technology platforms like pulse surveys and discussion boards allow an easier way for employees to share their thoughts and feelings this approach allows the employer to respond in a timelier manner. 
· The rise of the Gig economy which is based on flexible, temporary, or freelance jobs, often involving connecting with clients or customers through online platforms.
· The Covid-19 pandemic accelerated the adoption of hybrid working challenging traditional methods of communication forcing businesses to find innovative ways to promote employee voice in virtual settings like town halls and video conferencing tools which play a vital part in keeping employees engaged. 
· Social media platforms have become a powerful tool forcing the business to become more mindful of their public image and reputation paying closer attention to employee concerns.
· Recognising the importance of employee’s health and wellbeing by creating opportunities for open discussions and providing access to mental health resources, fosters a healthy balance enhancing a sense of voice and engagement. 
· Developing resource groups such as diversity and inclusion promotes psychological safety and an equal opportunities platform for all employees to be heard. 

The use of employee voice practices was optional until 2005 when the Information and Consultation on Employees (ICE) made it a legal right to be informed and consulted about various employee matters. (Taylor and Woodhams, 2016, p.190).
The challenge when trying to embrace a comprehensive approach is how to integrate the feedback from the range of voice mechanisms you use.

To really benefit, there needs to be someone who is responsible for voice and ensuring people’s views, concerns, suggestions aren’t lost but really listened to from across the different voice channels. 
                                                                                                                (Clarke OBE, 2022, pg.7)

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

Employee involvement and participation are two similar, but different approaches which both play a part in building the employee relationship. They are also key players in the making of the psychological contract, high involvement and active participation can lead to increased employee engagement, job satisfaction, commitment, and performance. 
If you relate this to Go Quests engagement strategy, involvement could refer to the to the level of engagement, and commitment that an employee has towards their work, team, and organisations activities.
Whilst participation could relate to the level in which you involve employees in the decision-making processes within Go Quest, this can range from providing input on how their work is conducted, to solving problems, or helping to shape the organisation’s strategy. The CIPD 2019:3 Found that half (50%) of respondents were satisfied or very satisfied with the amount of involvement they have in decision-making at work.
It is important for Go Quest to be mindful of the psychological contract and work towards creating a positive and supportive work environment where both employers and employees can meet each other expectations effectively. Open communication, transparency and fairness in employment practices are essential in fostering a healthy psychological contract. When employees feel valued and supported, they are more likely to contribute positively.

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

It is traditionally thought employee voice must be channelled through trade unions. Even though Go Quest has recently recognised a trade union it will not be the only tool used to enhance employee voice due to the increase in direct communication between employees and management. (Taylor and Woodhams 2016, p.159) The CIPD 2019:7 found that just under a fifth of respondents mentioned trade unions as a channel of voice. 

You could introduce employee voice tools such as employee surveys, known as attitude or opinions surveys (Armstrong and Taylor 2023, p.480) which could be useful in creating feedback relating to job satisfaction, working conditions, and engagement levels. Voice tools could also help identify areas of opportunity where the company is excelling or areas where improvement is needed. In 2008 Serco managed to increase customer satisfaction by 12% after a successful run of engagement surveys. (Clarke and Macleod, 2009, p.18)

Then we have informal day to day contact with managers which according to The CIPD 2019:7 research is the most important channel for employee voice, which includes everyday interactions between employees and line managers, in meetings, in corridors, through emails, telephone conversations and so on. 

Two approaches that will be beneficial in driving engagement and voice could be effective communication, and reward and recognition. Effective communication could be a key approach as it is easily achievable by encouraging feedback, actively listening, and providing regular updates on company goals, changes, and achievements.

Reward and recognition, you could recognise and appreciate employee’s efforts by implementing reward programs such as employee of the month, performance-based bonuses, and incentives. 

The most effective approach though, will always depend on the specific needs of the organisation. 


4) Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4)
Go Quest must be mindful of how you incorporate employee voice into the engagement strategy as the interrelationships between voice and performance can be linked. An article in People Manager (2022) states the Exclusive employee experience research found that almost half of the highest-performing companies survey their employees either monthly or more regularly. However, you must be willing to make changes in response to your employee’s concerns and suggestions, otherwise employees may opt to stay silent if you don’t act or listen to what your employees have to say, which could be detrimental as they could start withholding information that is valuable to you. 
You could argue that employees are the most important stakeholders Go Quest will ever have as they invest their time and energy to you every time they show up for work, so when they have problems or good idea’s the least you can do is listen and respond. 
The CIPD 2021:10 concluded employee voice serves two key purposes: first, to enhance and enrich employees’ working lives, and second, to pave the way for effective and successful organisations by developing innovative ideas to allow organisations to adapt and change. 
A globally conducted survey by The Heard and The Heard Nots (2021) claims that 92% of highly engaged employees feel heard at their workplace compared to 30% of highly disengaged employees and 88% of employees whose companies financially outperform others in their industry feel heard compared to just 62% of employees at financially underperforming companies.
The above stats could prove that the link between voice and performance is clear, when people feel heard they are more engaged which would indicate that key business outcomes like organisational performance will be optimised. 
5) Explain the concept of better working lives and how this can be designed. (AC 1.5)

The concept of better working lives contains the idea of a positive and fulfilling experiences for individuals in their professional accomplishments. It recognises work is a significant part of people’s lives and aims to enhance various aspects of their working experience. 
The CIPD 2023:14 revealed that the picture of good work in Wales is comparable to that of the UK, the report also shows a clear discontent in the public sector with workers being more dissatisfied with both pay and non-pay related issues. The public sector employees also feel work has a more negative effect on their mental health. The learnings from the report can easily be incorporated into Go Quests engagement strategy. 
Below are the practical recommendations listed in the CIPD 2023:15 report that you may want to consider. 
· Develop trust, psychological safety, and cohesion among teams at work to build strong interpersonal relationships and create high-performing teams. 
· Boost recognition of financial wellbeing: understand the implications of financial distress for both employee wellbeing and performance and integrate a financial wellbeing strategy into your wider wellbeing strategy. 
· Emphasise the importance of work–life balance and flexible working to staff from day one by consulting and collaborating with them to create hybrid working practices. 
· Encourage managers to enable employee voice by providing them with training to build their understanding of how they can influence employees’ confidence to raise important issues at work.
· Boost your organisation’s attractiveness to both potential new recruits and those within the organisation, engaging employees through the recruitment process and helping them to perform at their best. 
· Develop an engaged and motivated workforce through ensuring staff feel properly supported and have both the autonomy and resources to shape their jobs in ways that suit their lifestyles.





Section two

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

[bookmark: _Hlk141289398]Go Quest will need to be able to distinguish between organisational conflict and misbehaviour, as well as between informal and formal conflict to manage the employee relationship effectively. 
You should not be fearful of conflict in the workplace as it is inevitable. It arises when individuals or groups have differing opinions, personalities, values, goals, or interests and can occur at any level. It often refers to the disagreements, tensions, or disputes that arise and it can present itself in various forms, such as interpersonal conflicts between employees, departments, teams, management. CIPD (2020)
You will need to establish the severity of the conflict to decide how to deal with it effectively, once you identify the root cause of the conflict you can encourage individuals to resolve it at an early, informal stage. However, you need to immediately consider a grievance or disciplinary process if the conflict is serious, or if the employee wishes to pursue a formal complaint.
The CIPD:6 research shows that managers tend to be least confident about the ‘people’ aspects of their role, such as managing conflict and having difficult conversations, compared with the more technical aspects like meeting deadlines and managing projects. Research by ACAS (2021) estimated the annual average cost of conflict to employers is over £1000 for each employee so training for your managers is must, to ensure conflict is managed efficiently.
Misbehaviour, however, refers to the actions or behaviours that disregard, company polices, or ethical standards. It includes acts such as harassment, discrimination, theft, fraud, and non-compliance. Misbehaviour can have profound consequences for both individuals and the organisation, including damage to reputation, legal implications, and a decline in employee morale.
2) Distinguish between official and unofficial employee action. (AC 2.2)

Ideally Go Quest will want to resolve conflict through negotiations rather than have your employees taking official or unofficial action. Official employee action would need to be endorsed by the trade Union and is only official if the trade union has followed all the rules cited in the (Employees’ Rights Act 1996) including a ballot for members to vote. 
[bookmark: _Hlk141389477]In an official strike, employees are protected by law, employees do not need to pay people on strike, but they do need to ensure there is no detriment to them talking part in strike action like bullying or harassment. Anyone, asked to take part in the strike can strike regardless of whether they voted or not and employees can join an official strike even if they are not in a trade union as they are classed as the same bargaining unit if they work for the same employers. (Acas 2023)
Unofficial employee action is when the employees act without authorisation from the trade Union or employees and trade unions do not follow all the rules (Acas 2023) if unofficial action takes place an employer may seek an injunction to stop the action taking place. 
3) Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3)

Industrial action has become more common in recent years despite there being a decline of 12 million in union members since 1979. Strikes are currently being influenced by the cost-of-living crisis, Job cuts, working conditions, pay and pensions. 
In the BBC documentary (Strike inside the unions 2023) you saw coverage of the Royal College of Nursing who are calling for a 17.6% pay rise which is 5% above inflation they claim nurses are turning to food banks as wages have consistently fallen below inflation. They also claim the strikes are for patient safety as there are not enough nurses to meet the current demands of the NHS. 
The rise of the gig economy and zero-hour contracts has also led to job insecurity and limited employment rights for workers. This has often resulted in conflicts and protests for improved job security. 

There may also be disputes over collective bargaining rights and trade union recognition as workers seek to protect their rights representation and negotiating power, like the new minimum service bill which will allow government to set minimum levels of service which must be met during strikes to ensure the safety of the public and access to public services. (Gov.uk 2023)

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

These are all processes of dispute resolution and if you have a good understanding of them, you will be able to select the most appropriate approach for resolving workplace disputes in Go Quest. While all three processes involve a neutral impartial third party, they differ in terms of their roles, procedures, and outcomes.

Meditation is the more informal of the three it is a way to mend relationships and find a solution everybody can agree with when there is a disagreement in the workplace. Mediation should not be used to solve problems that have to be formally investigated (for example, harassment or discrimination (gov.uk)

The role of a conciliator is to is to help the persons reach a mutually agreeable resolution. You may use ACAS for conciliation if an employee is wanting to go to a tribunal as they may be able to guide both parties towards a voluntary settlement which both parties need to agree to enter. (gov.uk)

Arbitration is intervention from a third party it differs from conciliation and mediation as an arbitrator will consider both arguments and will then decide the outcome based on the evidence presented both parties must agree to an arbitrator’s decision which is then legally binding if you don’t agree you can still take the case to a tribunal. (gov.uk)

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

The principles of legislation relating to unfair dismissal in respect of capability and misconduct issues are based on employment law. For a dismissal to be fair there must be a reason, a fair procedure, and the decision to dismiss must be within the range of reasonable responses. (Daniels, K p,177 2022)
When dealing with capability and misconduct dismissals you should follow the guidance set in the Acas Code of Practice on Disciplinary and Grievances. A failure to follow the Code does not make a person or organisation liable to proceedings. However, employment tribunals will take the Code into account when considering relevant cases. (Acas 2015) 
For a misconduct dismissal you will need to:
· Investigate the issue.
· Inform the employee of the issues in writing prior to any hearing and provide them will all evidence upon which the company intends to rely.
· Conduct a disciplinary hearing with the employee.
· Allow the employee to be accompanied at the disciplinary hearing.
· Inform the employee of the decision in writing and include a right of appeal.
For performance-based capability dismissal you will need to be sure:
· The employee knew what was required of them.
· You have taken steps to help the employee minimise the risk of poor performance.
· You have given the employee a chance to improve.
· You have considered suitable alternative employment; and 
· Whether the employer warned the employee of the consequences of failing to improve
For ill health capability dismissals, you will need to consider if the reason for the absence is covered under the Equality Act 2010. If it is, then then the dismissal could be discriminatory on the grounds of disability unless you have made reasonable adjustments before considering a dismissal. 
Section 94 of the Employment Rights Act 1996 states that an employee has the right not to be unfairly dismissed by his employer. 

6) Analyse key causes of employee grievances. (AC 3.2)

Grievances are raised by an employee to an employer usually when an employee is unhappy about something within the workplace. Understanding and addressing the key causes of grievances in the workplace is vital to ensure a healthy working environment. You need to have a fair and transparent grievance policy in place to address any concerns quickly and impartially otherwise you are at risk of having a workforce that feels undervalued and disengaged. 

Key causes of employee grievances that may arise are:

Compensation and employee benefits: Employees may find out other people’s salaries, they may be unhappy about the lack of promotion opportunities or a failed attempt, salary increase which could be influenced by the cost-of-living crisis. Being transparent when discussing pay, benefits, and future opportunities will help manage expectations to avoid future grievances.

Discrimination: A grievance for discrimination could end up in a lawsuit if complaints are not properly addressed you may have an employee who is offended by a racist post on social media, or they may allege there’s not enough diversity in the workplace. 

Favouritism: An employee may allege a manger treats them differently, give them less shifts, or excludes them from social events. 

These are not all the causes of employee grievances but having too many grievances in the workplace shows signs of conflict and this will need to be addressed.

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

Grievances and discipline matters are both a direct result of workplace conflict, dealing with such matters fairly and promptly will help improve Go Quests work culture by giving employees a voice, listening to them throughout these matters will provide them with a sense of belonging and let them know you care about them. 

Acas (2015) has recommended the following skills your managers will need to effectively deal with the issues that arise. 

· Listening skills by actively listening no matter how frustrated an employee may seem or how trivial the matter maybe if someone has taken the time to approach you, they want to be heard. 
· Communication skills your managers will need to be able to know what to say and say it appropriately whether that be in person or another form of communication, communication skills are also nonverbal like emotion control, empathising and observing. 
· Ability to remain impartial do not give opinions. 
· Questioning skills confirm the facts you will need to make tough decisions in a timely manner to offer resolution and outcomes.

Below are practical suggestions which could stop workplace conflict occurring in the first place. (CIPD 2022)

· Intervene at an early stage.
· Get to know your team better.
· Be aware of simmering tensions.
· Be clear about your expectations of team conduct.
· Try not to get involved in office politics or gossip.

8) Advise on the importance of handling grievances effectively. (AC 3.4)

We know difficulties will arise at various points during the employee journey, and when handling such matters, you also need to consider the UK legal position and have an effective written disciplinary and grievance procedure. (Employment Rights Act 1996) 

[bookmark: _Hlk141429581]Go Quest will need these procedures to support both you and your employee’s, which you will need to follow alongside the Acas Code of Practice: Disciplinary and Grievance Procedures, if you don’t and you end up an employment tribunal, they may adjust any awards made by up to 25% for unreasonable failure to comply. The availability of proper, fair procedures is a central to unfair dismissal law. (CIPD 2023) 

Research in the CIPD (2022) survey stated that management can spend five days dealing with each individual case so training for management is also needed to ensure they are able to follow the policies effectively and efficiently. 

9) Explain the main provisions of collective employment law. (AC 4.1)

The main provisions of collective employment law are the Employee Rights act 1996. 
Which governs the employer - employee relationship across the UK. The ERA addresses issues like the right to have a trade union represent you, the right to engage in collective bargaining, the right to be free from discrimination. It covers everything from protections against unfair dismissals to maternity rights. It outlines grievance and disciplinary processes. Its legislation that lays down the guidelines for how employers and employees are expected to act. (LawBite 2022)

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

The Main distinction between union and non-union representation is a collective vs individual approach as non-union representation typically centres around individual employee interests. Unions will provide more bargaining power and it also provides a more formal and structured process. Non-union representation may include individuals representing themselves, or in some cases employees may have forums, or an open-door policy where employees can go directly to management providing a more flexible approach as there’s no formal union structures to adhere to. 

Both union and non-union representation have their advantages and disadvantages and the choice between the two depends on the preferences and needs of the employees and employers. 

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

Collective bargaining is where employers and recognised trade unions seek to reach agreements through negotiations on issues such as pay, working conditions, terms and conditions of employment disciplinary matters, grievances, and workplace conditions. (Armstrong and Taylor, 2023, p.477) 

Go Quest will need to engage with the unions to work out how to run collective bargaining if conflict arises that con not be solved through negotiation for example:

· Who will represent the workers.
· Who is included in a bargaining unit.
· When and how often meetings will happen.
· What to do if more than one union is recognised
· What will be discussed.
· What to do if the union and employer cannot come to an agreement

You must also be willing to provide the union with certain information to aid in the bargaining process, such as the company's pay and benefit structure or information about its profits, assets, and liabilities. If collective bargaining results in an agreement, such as one about a pay increase or change in working conditions, it is referred to as a "collective agreement." (Gov.uk)

An example of a successful collective bargaining from an employee’s perspective is the agreement that Unite secured for Abellio which was an 18% pay rise including all rates being raised including overtime and rest day working. “The workers stood firm and had a richly deserved pay rise” said Unite general secretary Sharon Graham. (Strike inside the unions 2023)
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