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Section 1
1) Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1)
Employee voice refers to employees' ability to express their thoughts, opinions, concerns, and proposals to influence workplace decisions (Dromey, 2016). Employee engagement is most defined as a psychological state. According to CIPD (2021), it is a condition of both physical and psychological well-being that can be characterised as a broad subject area or umbrella term that covers motivation, organisational commitment, and intellectual engagement.
Engagement is directly impacted by employee well-being. To get a balanced life both inside and outside the office, Go Quest must consider their workload, health, socialising, rehabilitation, and other factors. Encouraging well-being has the potential to reduce stress, foster happy work environments, and improve productivity and engagement (Suff, 2024).
Employee engagement has shifted because of the pandemic-related shift to remote work. Go Quest's voice techniques can be modified for online supervision and participation. While some workers claim they prefer Teams meetings because they can speak up more readily, more people are reporting that they are speaking less in online meetings (Woodfield, 2022). Additionally, working remotely and socially virtually almost eliminates the "happenstance" voice (Woodfield, 2022). Research has shown that the more days workers spend in the workplace physically, the more engaged they are at work (Kakabadse, 2023).
For an organisation to succeed, it is imperative that employees are heard and given a voice. A sense of ownership and belonging is fostered by organisations by actively listening to their thoughts, problems, and suggestions. This fosters employee commitment, job satisfaction, and motivation. By maximising voice, businesses can function at their best, but this won't automatically make management easier (Woodfield, 2022). It is inevitable that competing questions and viewpoints will surface, yet participation cannot be enacted in the absence of voice (Glew et al, 1995).
2) Differentiate between employee involvement and employee participation and how it builds relationships. (AC 1.2)
Employee participation differs from involvement in that it relates to business operations in which employees actively collaborate to attain a shared objective (Indeed, 2022). Unlike situations in which employees just follow orders from senior management, participation allows employees to contribute to the company's direction, instilling a sense of ownership and belonging. Employee engagement strategies include partnership working, joint consultation committees, and employee forums (Taylor & Woodhams, 2022a).
Employee involvement refers to the level of control employees have over the organisation's actions in which they participate (Indeed, 2022). Employees will be introduced to new procedures by management to get their input and collaboration. Newsletters, problem-solving groups, management briefings, email correspondence, and suggestion systems are examples (Taylor and Woodhams, 2022a).
Insufficient integration of employee involvement and participation (EIP) into a well-functioning employment system can hinder its effectiveness. Appropriate foundation systems in areas like recruitment and selection, training, incentives, and performance management are necessary to attain positive results for Go Quest and/or its employees (Philip and Arrowsmith, 2021). Stagnation and disengagement could result from an unorganised or ineffective EIP without these components.
Employee Voice can boost employees' confidence and allow them to design jobs that bring them more satisfaction, which is why EIP can be good for general well-being and job satisfaction (CIPD, 2019a). Together with fostering talent retention, customer loyalty, improved organisational performance, and stakeholder value, both lead to a more engaged and connected workforce. In a symbiotic relationship, organisations and employees rely on one another to meet their requirements and achieve their objectives (Budriene and Diskiene, 2020).
3) Assess three employee voice tools and two approaches that might be used to drive employee engagement. (AC 1.3)
Employees using their voice through social media are frequently more powerful since they have a higher chance of being heard. It gives workers a forum to interact with management and one another in novel ways. Employees can express their thoughts, successes, and experiences and communicate their ideas and viewpoints more freely as a result. Nevertheless, there are obstacles to using social media in people's daily lives. These include dealing with the increased transparency that results from supervisors losing control over employees' work and dealing with the dread and apprehension brought on by uncertainty (CIPD, 2013).
Go Quest can better grasp the difficulties facing the organisation and make well-informed decisions by using surveys, which provide honest and timely feedback (Joyce et al, 2020). Although they are faster to complete (Taylor and Woodhams, 2022b), they are only valuable for broad claims (Phellas, Bloch, and Seale, 2012) and produce a wide overall involvement score that may oversimplify the issue (Young, 2023).
Meetings, when used effectively, boost morale among staff, foster trust, and help create a diverse workplace (Campbell et al, 2023). Different meetings allow for diverse types of employee voice; for example, 1-2-1s serve to deepen relationships and create trust, whereas organisational meetings boost senior leaders' engagement with all employees (Campbell et al, 2023). Conversely, they can be difficult to plan and keep on course when there are big groups or unprepared members. Additionally, scheduling too many meetings can lower productivity as well as demotivate, and waste important working time for employees (Whillans, Feldman, and Wisniewski, 2021).
To promote employee engagement and well-being in organisations, effective line management is essential. Line managers are frequently chosen based on technical abilities rather than social or interpersonal capabilities. Hiring managers with excellent people skills is crucial. These abilities facilitate relationship-building, empathy, and effective communication among team members. Go Quest should distinguish between people-centered managers and technical leaders, even though technical knowledge is essential. Creating different development streams for these professions ensures that both people skills and technical abilities are effectively addressed (Roper, 2017).
According to the MacLeod review's findings, organisations with highly engaged employees perform better. Four major "enablers" of employee engagement were summed up in the report: organisational integrity, engaging managers, employee voice, and leadership. It made the case that workplace productivity and employee well-being might significantly increase if good practices were more widely broadcast and employee engagement were better understood (Roebuck, 2009).
4) Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4)
Organisations try to use voice to boost innovation and creativity. Contrarily, although they are frequently eager to share their opinions on how to make the company better, employees are also eager to discuss topics that are important to them, such as concerns of justice and equity. When people experience voice efficacy, or the belief that their voice brings about change, they get inspired (Shipton et al., 2023). Employees may feel more respected and trusted when they have a voice, and this may boost their performance and job satisfaction (CIPD, no date).
Employees may be reluctant to express their thoughts if they worry about being judged or facing consequences. This can breed resentment and anger. Employee absenteeism, turnover, and mediocre performance are all increased in situations where they lack a voice in the organisation. Feelings of inauthenticity can be the cause of this, which can have negative psychological effects (Perlow and Williams, 2003).
Employee voice can be effective depending on the procedures that are in place to support it. Employee voice can be promoted through direct methods like employee surveys as well as indirect ones like employee representatives (CIPD, no date). Lower labour efficiency could result if Go Quest fails to adequately handle employee voice.
Go Quest's dedication to creating an atmosphere where workers feel free to communicate their opinions will determine how effective employee voice is. To promote a two-way conversation between the company and its people, Go Quest should give staff members access to a variety of avenues for voice and feedback.
5) Explain the concept of better working lives and how this can be designed. (AC 1.5)
The premise behind “Better Working Lives” is that Go Quest should create a work environment that promotes employee wellness by giving chances for both professional and personal growth as well as rewards and benefits that are customised for each employee’s situation (CIPD, 2019b). It involves creating employment that is sustainable, fulfilling, and productive for employees.
Addressing several obstacles is necessary to design improved working lives. In the workplace, mental health is often overlooked, ignored, and unacknowledged. Encouraging open conversations and dispelling the stigma associated with mental health are essential (Greenwood and Anas, 2021).
The health of employees may not always come first. Organisations frequently overlook the importance of employee welfare on overall success in favour of profit and organisational goals. There is a misconception that spending money on employee wellness is costly. Nonetheless, low-cost internal and external strategies can enhance workplace well-being (NICE, 2022).
Seven work-related dimensions have been identified by the CIPD (2023) as improving working lives. These Include, pay and benefits, contracts, work–life balance, job, design and the nature of work, relationships at work, employee voice and health and
wellbeing.
Putting methods and procedures that address these qualities into practice is a necessary step in designing improved working lives. Go Quest, can provide opportunities for training and development to boost job satisfaction and career advancement, set up channels for employee feedback to guarantee their views are heard, and offer flexible work schedules or remote work choices to improve work-life balance. To find areas for development, it is also critical to routinely evaluate job quality and employee satisfaction (CIPD, 2019b). The significance of work quality lies in its ability to impact attitudes, behaviours, and results at the individual and organisational levels (CIPD, 2017). According to Lee et al. (2016), there are four benefits to ensuring employee satisfaction with their work: better earnings, higher productivity, decreased turnover, and loyalty.
Section 2
1) Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1)
Individuals with differing beliefs, personalities, and opposing perspectives in the workplace foster conflict, resulting in tension that can have a negative impact on workplace performance. Although not all conflict is bad, disagreement can lead to destructive outcomes; nonetheless, it can also lead to innovative ideas and creative solutions (CMI, 2020). Conflicts may escalate or influence others if they are ignored. Litigation may potentially result from it, harming the organization's reputation (CMI, 2020). Conflict at work is common, and bullying and harassment are major problems in UK workplaces, according to CIPD data from 2020.
Formal conflict happens through official channels inside the organisation and includes disagreements over contracts, policies, or collective bargaining agreements. Formal processes including grievance procedures, employment tribunals, and disciplinaries are used to manage it (Simms, 2017). Go Quest must ensure that these steps are initiated before the issue escalates, as the longer it persists, the more difficult it will be to resolve.
Informal conflict is more impromptu. Personal conflicts or disagreements amongst people are frequently involved and tend to concentrate more on the issue and less on the process. Without official protocols, it's often manageable and less severe. Open communication, attentive listening, and informal conversations are typically effective ways to address it (CIPD, 2020).
Conversely, organisational misbehaviour denotes any deliberate action taken by members of an organisation that violates fundamental social or organisational standards (Vardi and Weiner, 1996). A variety of actions might be considered misbehaviour, such as stealing, insubordination, bullying, harassment, and unethical behaviour. To maintaining a positive work environment, Go Quest need to address these habits with explicit policies, education, and open communication (Thomas, Anitha and Joseph, 2019).
2) Distinguish between official and unofficial employee action. (AC 2.2)
Go Quest management have a responsibility to manage problems in the workplace and prevent them from getting worse. If employees try to talk about their problems and none of them can be settled amicably to the satisfaction of both sides, they may decide to take formal or informal action.
When employees participate in a trade union and the union authorises the action, it is considered an official industrial action. A worker who is not a member of a trade union may participate in approved formal industrial action. Picketing, striking, and short-term strikes are examples of action types (ACAS, 2024).
When an industrial action is taken without the union's authorization, it is considered unofficial (Qureshi, 2018). Unofficial or "wildcat" strikes and secondary action, also referred to as sympathy action, are two examples (ACAS, 2024).
Industrial action law provides protection to employees who formally act. Though they will still have their regular employment rights, those engaging in unauthorised industrial action are not covered by industrial action law (ACAS, 2024).
Workplace performance is adversely affected by both formal and informal employee actions. It is imperative that Go Quest takes prompt action to address disagreements and issues at work before they escalate and motivate staff members to act.
3) Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3)
Watts (2024) reports that there are various patterns of conflict in the workplace. Complex individual instances involving discrimination or whistleblowing have grown, but group disputes have decreased. Businesses are coming forward more often to look for solutions. In contrast to previous years, ACAS now receives more employer referrals than trade union referrals.
Workers are adopting innovative forms of protest and resistance. More recent forms of opposition include social media campaigns against precarious zero-hour contracts.
Furthermore, "lunchtime protests" have been held at Bentley automobiles and HM Revenue & Customs, among other locations (Hughes and Dundon, 2018). Workers are also pressuring the government for takeovers, as evidenced by the engineering firm GKN. Furthermore, worker sit-ins, such as those staged by hundreds of Hinckley Point power plant employees over pay, are becoming more regular (Hughes and Dundon, 2018).
To effectively manage conflicts at work, Go Quest must comprehend the differences between third-party conciliation, mediation, and arbitration.
To address industrial action during strikes, the Strikes (Minimum Service Levels) Act 2023 was introduced in the UK. By compelling trade union workers to offer a minimum level of service in crucial industries, it seeks to assure the maintenance of important services. The Act seeks to maintain the public's needs and workers' rights in balance, permitting the provision of necessities even during industrial action (GOV.uk, 2023). According to some, it's a tactic to stop employees from protesting unfair treatment and low pay (Ewing and Hendy, 2024).
4) Distinguish between third-party conciliation, mediation, and arbitration. (AC 2.4)
Conciliation 
Helping parties come to a resolution or agreement is the goal of conciliation. Communication between the conflicting parties is facilitated by an impartial third party. The conciliator facilitates communication between the parties, directs the process, and assists in finding common ground—they do not have the power to make decisions. Finding a solution that both parties can agree on is the aim (ACAS, 2022a).
Mediation
Parties work together to settle their differences through the cooperative process of mediation. A third-party mediator helps the parties define problems, consider alternatives, and produce solutions. The mediator cannot compel any party to accept a settlement; the process is voluntary (Gov.uk, no date). Either party may choose to agree or disagree. Only when all parties reach a mutually acceptable conclusion does the mediation process end (Regalwhiz Law Chambers, 2023). When informal discussions are unable to provide a solution, mediation is frequently utilised (GOV.uk, no dateb).
Arbitration
Arbitration differs from conciliation and mediation in that the arbitrator makes the decision. It’s usually a less formal, private trial-style procedure. The parties present their cases to the arbitrator, who considers evidence, witnesses, and arguments before issuing a binding decision. The decision is enforceable by law. It is frequently employed as a substitute for litigation when parties seek a more efficient and private resolution (ACAS, 2022b).
5) Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1)
Unfair dismissal occurs when an employer terminates an employee's job without providing a valid cause. In the UK, the Employment Rights Act of 1996 governs the main laws pertaining to unfair dismissal. The foundations of unfair dismissal legislation, according to Howe (2016), ensure that every termination of employment is lawful and managed fairly while also protecting workers from unjust treatment by their employers.
To terminate an employee, Go Quest must have a valid reason based on the worker's capabilities. To dismiss an employee for reasons unrelated to capability, Go Quest must adhere to a fair process. The ACAS Code of Practice (ACAS, 2015) standards should be the minimum that this method adheres to. Go quest may be subject to unfair dismissal claims if these requirements are not met. Employees must be given the chance to enhance their performance through assistance and training before facing termination (Howe, 2016).
After a careful examination of the employee's alleged behaviour, Go Quest must demonstrate that dismissing the worker for misconduct was just and reasonable. The case of British Home Stores (BHS) Ltd v Burchell established a critical standard for evaluating the reasonableness of an employer's decision to dismiss an employee for performance-related reasons. At the time of Miss Burchell's termination, the primary question on the tribunal's agenda was whether BHS had a legitimate belief that she was guilty of the alleged misbehaviour. The panel determined that BHS's belief in Miss Burchell's guilt was unjustified, and that she had been wrongfully dismissed. According to the Employment Appeal Tribunal, in cases where misconduct is reported, an employer must have reasonable belief to suspect that an employee is guilty and must have done so after conducting a reasonable inquiry (Medhurst, 2018).
Employees in both situations have the right to file a claim for unfair dismissal if they feel that their termination was unjustified. A case brought before an employment tribunal can do this. Additionally, a tribunal has the authority to order the employer to compensate the employee if it determines that the dismissal was unfair (Howe, 2016).
6) Analyse key causes of employee grievances. (AC 3.2)
Any discontent or sense of unfairness regarding one's work circumstances that is brought to the notice of management is considered an employee grievance. Employee dissatisfaction that has a detrimental influence on performance and organisational relations is commonly referred to as a grievance (Jiang and Luo, 2018).
Discrimination continues to be a frequent source of complaints. A hostile work environment may result from incidents of bullying and harassment by coworkers or superiors. If not managed appropriately, offences pertaining to gender, ethnicity, or other protected characteristics may result in lawsuits (Verasai, 2019).
Grievances may arise from strained relationships among coworkers, such as poor communication or a lack of cooperation. Workplace relationships that break down, even momentarily, may be quite frustrating. Even little disputes have the potential to become out of control if not addressed, which can result in resentment and anger (Caza, Olekalns, and Vogus, 2020).
Unrealistic goals and unreasonable expectations from management can cause dissatisfaction and complaints from staff members. Stress and annoyance might result from giving workers excessive workloads or inappropriate deadlines (Obiekwe and Eke, 2019).
To address these issues and put an end to employee complaints, Go Quest should prioritise fair and transparent management practices, chances for growth and development, a healthy work-life balance, open and effective communication, and a competitive and fair salary package (Rachitha, 2019).Go Quest should also teach and support managers on how to address grievances and ensure that they have clear rules and processes in place for managing them.
7) Explain the skills required for effective grievance and discipline-handling procedures.
(AC 3.3)
Soft skills are necessary to engage others, particularly when discussing potentially sensitive topics. During grievance and discipline discussions, it is important to employ a variety of questioning techniques, such as open-ended questions to spark discussion, probing questions to elicit information, and closing questions to verify facts (Bai, Lin, and Liu, 2019). In addition to strengthening professional relationships, active listening demonstrates that the employer values the employee's perspective and point of view through nonverbal cues such body language and voice tone (Jiang and Luo, 2018). Go Quest management need to give the person in question a chance to express their thoughts without coming across as antagonistic.
Investigative, interviewing, note-taking, and mediation skills are also crucial.
Managing workplace concerns requires a key skill that is empathy. Go Quest managers can better understand the scenario from the employee's point of view if they have empathy. This will enable them to comprehend the reasons behind employee dissatisfaction and respond appropriately (Indeed, 2023). When empathy is lacking, critical thinking suffers from not considering different points of view, which keeps one from grasping issues more deeply. It also is effective for reducing bias and helps maintain control over prejudices (Baer, 2017).
8) Advise on the importance of handling grievances effectively. (AC 3.4)
Corporate well-being relies heavily on the efficient handling of employee complaints. Go Quest can foster an employee-centred workplace culture that prioritises their well-being by acknowledging the typical reasons behind grievances, establishing a formal grievance-handling procedure (e.g ACAS Code of Practice), valuing prompt resolution, and dealing with appeals as impartially as possible (McConnell, 2014). Effective grievance management will encourage staff members to voice their issues without worrying about facing reprisals. This method also offers a prompt and fair process for handling grievances of this nature, preventing small workplace disputes from turning into more intense arguments.
Go Quest needs to exercise utmost caution while managing complaints. The process that Go Quest uses could come under investigation by employment tribunals if issues occur. By encouraging the development of a cogent organisational culture built on honesty and transparency, grievance management procedures enhance communication between employers and employees.
The Employment Appeal Tribunal (EAT) ruled in Blackburn v. Aldi Stores Ltd. that, even in situations where the underlying grievance procedure was not contractual, an employer's disregard for its own grievance appeal process may constitute a fundamental violation of contract. According to the EAT, a company may violate the implied covenant of "trust and confidence" by neglecting to establish a fair grievance system, which could lead to a constructive dismissal (GOV.uk, 2017).
9) Explain the main provisions of collective employment law. (AC 4.1)
Collective employment law is the legal framework that governs the relationships between employers, employees, and trade unions (Oxford Reference, 2024). Its primary goals are to uphold the rights of both employers and employees and to encourage justice and equity in the workplace.
Under Schedule A1 of TULCRA (1992), trade unions can petition to the Central Arbitration Committee for the legal right to be recognised by an employer for collective bargaining over pay negotiations or redundancies involving a group of workers in a specified "bargaining unit."Only in cases where an employer employs 21 people or more does this apply (Taylor and Woodhams, 2022a). Sections 181-85 of TULCRA (1992) specify the information that the employer must reveal for the negotiation process to be conducted properly.
If negotiations are unsuccessful, trade unions may take to industrial action (IA), such as strikes and lockouts. Official and Unofficial Action distinguishes between legal and illegal industrial action by trade union members. A process of notifying the employer of a ballot, holding a ballot, and providing notice of any IA must be followed for lawful action to take place. Go Quest may request an injunction to stop illegal action if it occurs (Taylor and Woodhams, 2022a).
If picketing is conducted with the intention of peacefully persuading others, it is an indirect type of industrial action that is protected by the law. Whenever there is a disagreement, it allows trade union members to peacefully protest at or close to their place of employment (Daniels, 2022). Picketing on any private property, however, is illegal and would be considered trespass. Picket supervisors must be always on duty when picketing occurs, according to the Trade Union Act (2016).
10) Compare the types of employee bodies, union, and non-union forms of employee representation. (AC 4.2)
Within the same organisation, union and non-union forms of collective representation can coexist, albeit usually in distinct divisions (Martinez-Lucio and Keizer, 2014). Though their methods and degrees of success vary, both types of representation seek to uphold and advance the rights of workers.
Trade unions promote their member employees' collective interests in discussions with employers, as well as in disciplinary and grievance proceedings, collective bargaining of terms and conditions, and joint working groups (ACAS, 2021a). Elected employee representatives frequently participate in committees that are informational and consultative.
As opposed to a non-union workplace, working in a union setting has certain disadvantages as well. For example, union fees are mandatory for all members and can occasionally have a substantial monetary impact. Additionally, an employee loses some degree of autonomy when they join a union because they become a part of a group or collective (Dobbins and Dundon, 2020). Employees are obligated to abide by the provisions of their employment contract, regardless of their union's decisions (Sarvaiya et al., 2018).
In non-union representation, one or more workers represent other workers in negotiations with management on matters of shared interest, such as working conditions. These representatives can take part in different tasks within the organisation and have statutory rights to time off (ACAS, 2021b). They take part in high-performance work environments that improve team accountability and self-management, which boost employee engagement and productivity (Quak, 2019).
In a non-union workplace, the employer has most control over employment expectations, timetables, salary, upholding disciplinary independence, promotions, and other aspects of work culture (Sarvaiya et al., 2018). On the other hand, in a unionised workplace, employees have greater negotiating leverage since they can use their union to negotiate contracts that address a variety of concerns including salary, work standards, scheduling, and promotions (ACAS, 2021a).
11) Evaluate the purpose of collective bargaining and how it works. (AC 4.3)
Collective bargaining is a cooperative regulatory procedure wherein agreements regarding terms and conditions of employment and employment relationships that are of mutual relevance to unions and employers are established via discussion and negotiation (Armstrong and Taylor, 2023). Pay, terms and conditions, and any other matters included in the agreement will be the subject of negotiations (CIPD, 2024).
Workers' voices are amplified through collective bargaining. They can work together to negotiate better conditions with their organisation rather than going it alone. If a deal is struck, it becomes a legally binding collective agreement (CIPD, 2024) that sets a standard for both parties to abide by. Collective bargaining agreements are applicable to all employees in the negotiating unit, whether or not they are members of a union (CIPD, 2024). Substantial, procedural, and partnership agreements are the many forms of agreements (Armstrong and Taylor, 2023).
The organization's and the workers' interests may not always coincide, but Go Quest employers are not allowed to bribe recognised union members to prevent them from negotiating terms and conditions through collective bargaining, nor can they threaten to treat them poorly or dismiss them if they refuse to take a bribe (CIPD, 2024).
Collective bargaining negotiations may be difficult, time-consuming, and sometimes contentious. A long-running dispute over wages and working conditions was finally resolved when Royal Mail workers accepted a contract. A three-year salary agreement and operational reforms that preserve job security, enhance service quality, and promote the long-term viability of the company were approved by the Communication Workers Union membership (Webber, 2023).
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