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Section One 

1. Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1) 
The environment that allows for employee voice and engagement is ever-changing. Taylor and Woodhams (2022) state that the employee relationship is shaped by the turbulent political, economic, and social worlds outside of the organisation itself. The parties involved in employment relationship are management, employees, and their representatives (trade unions) and the government. 
Department for Business, Energy and Industrial strategy (2022) reported that the proportion of employees who were trade union members fell from 23.7% in 2021 to 23.1% in 2022, the lowest numbers on record since 1995. Since the decline of trade unions, after their peak in 1979, management has been the most dominant party responsible for positive employment relations (Taylor and Woodhams, 2022). Despite their increasing responsibility for informal resolution and the management of disputes procedures, line managers and senior colleagues often lack the skills and confidence to manage conflict (Teague and Roche, 2012). Budd et al (2010) observed in recent years there has been a rise in interest regarding employee voice in policy makers, practitioners, and academics. These combining factors lead to opening new avenues for employee voice.
With regards to governmental impacts, Taylor and Woodhams (2022) refer to the substantial growth in the legal regulation of employee relationships over the last 40 years, which includes legislation like the Equalities act, which gives employees more rights and protection. 
Khan (1990) suggested, an employee can be engaged through 3 avenues physically, cognitively, and emotionally. There is evidence to suggest a positive relationship between employee voice and engagement if the orgnisation is open to input and action (Latif and Arif, 2018). Robinson (2008) suggests that an engaged employee experiences a blend of job satisfaction, organisational commitment, job involvement and feelings of empowerment. After studying over 23,00 businesses Gallup concluded that those in the top quartile of employee engagement were 18% more productive than those in the bottom quartile (Nechanska et al, 2020). Therefore, emerging evidence suggests that prioritising and promoting employee voice and engagement is extremely beneficial for the employee and employer. In recent years social media has played a large part in enabling wider access for employee voice by providing real time feedback and a threat to management control (Taylor and Woodhams, 2022). All are techniques that could be implemented by companies like Go Quest.

2. Differentiate between employee involvement and employee participation and how it builds relationships. (AC 1.2) 
Marchington et al (2021) believed that employee participation and involvement can directly facilitate the employee voice within an organisation. They defined employee participation as “a situation where employees participate in organisational decision-making through their representatives, which functions like a union but is not one.” Whereas employee involvement is described as “a situation where management introduces practices directly with employees in order to gain their ideas and cooperation.” The two approaches differ as participation is related to the employee's direct involvement in the execution of tasks and involvement refers to the employees' level of involvement in the wider organisations decision making.
Robert Bullock from Scontrino Powell emphasised the importance of employee involvement as it involves processed and structures that allow employees to systematically provide their input into decisions that affect their own work. Examples of employee involvement would include suggestion systems and employee problem solving task forces. Some more commonly used methods would be emailing communications and newsletters (Taylor and Woodhams, 2022). Evidence suggests that employee involvement positively influences organisational effectiveness, profitability, and productivity (Amah and Ahiauzu, 2013). A Leana (1992) study found that employees enrolled on an employee involvement programme had the most positive attitudes towards their work and union and they felt that employee involvement was the best structure for decision making on some work issues. 
Examples of employee participation would be partnership working, joint consultation committees and employee forums (Taylor and Woodhams, 2022). Employee participation can be direct or indirect through representative bodies, for example, through unions (Aranea et al. 2021) Studies have suggested that all types of employees' participation can have a positive impact on retention within an organisation (Khalid and Nawab, 2018)
To conclude, both employee involvement and participation are vital tools to promote employee voice, which leads to a slew of further benefits to employees and employers.


3. Assess three employee voice tools and two approaches that might be used to drive employee engagement. (AC 1.3) 
One example of an employee voice tool would be surveys. when properly developed and implemented surveys can be the most powerful tools for maximising the potential of its human capital (Schiemann and Morgan, 2006). Kraut (2020) observed that surveys improve organisational function and communication, and further research suggests that surveys provide a channel for employee voice which is ethical, safe, and practical (Cox Edmondson, 2006).
Another tool for employee voice could be the use of employee forums. There is evidence to suggest that the use of employee forums and other participation strategies such as joint consultation committees are proven to be highly effective and is viewed as an effective form of voice (Holland et al. 2009).
Staff suggestion schemes, which, when responsibly managed, are a fantastic tool to promote and achieve employee involvement which empowers the workforce (Milner et all, 1995). Some more benefits of suggestion schemes include facilitating system capability, organisational encouragement, and leadership support (Lasrado et al, 2016). Sinclair (2019) emphasised that with the rise in technology, suggestion schemes can be implemented through effective software and apps as opposed to the traditional suggestion box which is now seen as a “joke” in the workplace.
Rewards and recognition schemes are an approach that might drive employee engagement. Cottom (2022) from the CIPD stated that pay and benefits are important in attracting, retaining and engaging employees. Moreover, employees themselves consider rewards important in keeping them engaged therefore, originations should invest in the employees and a rewards scheme to promote productivity and commitment in the workforce (Bhattacharya et al. 2009).
As suggested by Evageline (2016), “Engagement is an outcome of healthy culture and motivated employees”. Having a bad workplace culture has been proven to have negative implications on engagement, Brenyah, Obuobisa-Darko (2017) concluded that an organisation with an over emphasised “power culture” between management and less senior roles, reduces the degree to which employees felt engaged. This further emphasises the importance of a positive workplace culture as an approach to achieve an engaged workplace.


4. Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4) 
Go quest would benefit from implementing employee voice practices due to the benefits they offer to employees and employers outlined by the CIPD (2021a). The CIPD emphasises the need for and importance of Employee voice, a practice which allows for the opportunity to build and sustain trust, drive advocacy which will assist reputation and recruitment, enable sharing of ideas as well as many more. Furthermore, the CIPD adds that employees, because of these practices produce good work and experience better job quality and increased job satisfaction. Effective use of employee voice means that employees’ views are sought out; they are listened to, and their opinions count and make a difference (Macleod and Clarke, 2009). 
Employee voice practices do not only harbour positive results however, one study found that although employee voice did not have a negative impact on labour productivity, its effect on labour productivity was also not significantly positive either (Kim et al, 2010).
It is important to note that employee voice allows for better overall engagement within the workforce when there is a strengthened employee-line manager relationship as well as elevated levels of trust in senior managers from employees (Rees, Alfes and Gatenby, 2013). As well as this, employee voice schemes will only illicit positive outcomes on organisational performance if feedback is considered and an action plan is put in place to address the feedback, otherwise employees will feel neglected and not listened to, which would make an increase in organisational performance exceedingly difficult (Achievers, 2023). Not acting on feedback could be worse than not asking for the feedback in the first place (Achievers, 2023).

5. Explain the concept of better working lives and how this can be designed. (AC 1.5)
The CIPD (2019) denotes that better working lives comprises of several aspects that an organisation can adopt, which include jobs that are awarded fairly, give opportunities to develop skills and careers, provide a healthy work-life balance, and are accessible to all. These all, in turn, promote individual well-being, support a fair society, and create motivated workers, productive organisations and a strong economy. Studies have shown that within some organisations there are consistently positive relationships between the number of work-life practices implemented and the employee's perception of organisational family support and their affective commitment to the organisation (Kopelman et al. 2006).
In a Wood (2018) paper, it states that employers can support employees’ work life balance through schemes such as flexitime, job-sharing, part-time working, home working, compressed hours and term time working to name a few. Wood believes that offering work-life balance solutions to employees shows that the employer is concerned about their welfare. Using data from a 2011 WER’s employee survey, Wood concluded that introducing work-life balance solutions such as the ones named previously, reduces job demands, increases job autonomy and importantly, strengthens employee perceptions of how supportive senior management is. A byproduct of increased work-life balance was increased wellbeing in the workforce. Wood therefore concluded that introducing schemes such as flexitime, condensed hours and job sharing should be applied where possible and appropriate within organisations, which includes those like Go Quest as they can be vital for supporting employees needs without effecting job performance. 
It is however important to note that not all practices associated with Better Working lives, such as flexible working hours inherently lead to a better work-life balance and sometimes this lies with line managers and more senior staff (Russo and Morandin, 2019). This review states that to have better working lives, managers must have the correct training to support staff and must also seek to have a more positive company culture. They believe that it is vital for workers and leaders to take on broader professional identities that leave space for family, community and that find meaning in activities beyond the workplace (Russo and Morandin, 2019). It is therefore important for Go Quest to prioritise training managers to be able to support these practices.
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Section Two

1. Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1) 
Taylor and Woodhams (2022) define conflict under two views. A pluralist view states that different parties have different interest which can lead to conflict, which is inevitable. A unitarist view of the employee relationship is when conflict is regarded as the exception rather than the norm and will not occur if the interests of the employee and management are aligned. Conflict, in general is regarded as a disagreement with interests or ideas (Esquivel and Kleiner, 1996). In a pluralist view conflict can be seen as a positive thing and sometimes vital.
Workplace misbehaviour includes any behaviour that departs from the goals and aims of the organisation and can take several forms including bullying, harassment, fraud, substance abuse, cyberslacking and sabotage (Ranjit et al. 2019). Whereas conflict can be viewed as inevitable or even positive, it is mandatory for misbehaviour to be monitored and dealt with by managers to ensure cordial relationships. 
According to the CIPD, formal conflict is what occurs in cases of persistent bullying, discrimination, and harassment for example, or if an individual wants any situation investigated formally. Situations like this would lead to a disciplinary process or tribunal and must be dealt with promptly and seriously (CIPD, 2022). The same factsheet describes informal conflicts as disagreements, remarks or arguments that can be resolves early by bringing both sides together to communicate, discussing together how to address the conflict and follow up with regular one-to-ones to see if the conflict has been resolved.
2. Distinguish between official and unofficial employee action. (AC 2.2) 
Even though trade unions memberships levels have been on a decline since their peak in the 1970s, they are still an important form of employee representation building a positive climate for employment relations and create a channel for employee voice (Suff 2022). Suff (2022) explains that trade unions practice collective bargaining, which entails negotiating agreements with employers on behalf of their members to initiate change.
When negotiations are unsuccessful, unions can take official action and call for strike action, which is when employees refuse to work (ACAS, 2023). Official employee action such as strikes occur when the trade union has followed all the legal rules and correct processes leading up to the strike, which includes holding a ballot that allows all members to vote for strike action. ACAS (2023) states that employees that are part of official action, such as strikes, are protected by law, therefore cannot be terminated due to their striking action, their length of service cannot be disrupted, their leave and pay cannot be affected if they are on any kind of parental leave and they should get their usual sick pay.
ACAS (2023) then states that unofficial employee action occurs when a trade union does not follow the correct legal process to initiate industrial action or when employees act independently without authorisation from a union. Those undertaking unofficial action are not protected by law in the same way those undertaking official employee action are.


3. Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3) 
ACAS, (Clews, 2021) suggest that during the COVID-19 pandemic conflict was repressed, with less calls being made to the ACAS helpline regarding disputes. However, ACAS assume that after 2021, as life returns to normality, rapid change, continuing economic pressure and job insecurity will lead to resurfacing conflicts between individuals. In the same report, it is stated that 35% respondents to a CIPD survey reported experiencing either isolated incident of disputes or ongoing difficult relationships in the workplace. The report also states that some ways in which employees respond to conflict includes resignation (5%), increased sickness absences (9%) and a drop in productivity (19%).
Taylor and Woodhams (2022) reported that 18,000 days were lost in 2022 due to strike action which is a huge decrease from the 29.4 million days lost when unions were at their peak in 1997. An increase in legal framework making it harder for strike action to be conducted lawfully could be a contributing factor. Therefore, nowadays conflict in the workplace is often expressed in individual forms, such as complaints, absence, and grievances (Taylor and Woodhams, 2022). Hughes and Dundon (2018) report that examples of emerging patterns of resistance include social media campaigns over zero-hour contracts as well as “lunchtime protests” which have been conducted by employees at Bentley cars and HMRC.


4. Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)
Taylor and Woodhams (2022) explain that once an organisations internal processes for resolving conflicts have been exhausted, they can call upon a third party, independent organisation such as ACAS who are able to resolve the dispute through these 3 techniques.
Arbitration occurs when resolving disputes for unfair dismissal or flexible working conditions where an arbitrator (an independent individual) evaluates the case and renders a binding decision. Usually, it is agreed ahead of time between the disputing parties whether arbitrator’s ruling will be legally binding (Asante, 2020). An example of this would be trade unions looking to the LRA for a reasoned decision when considering strike action (NIDirect, 2023).
Conciliation aims to find a compromise to a conflict that has led to or is likely to lead to a claim before an employment tribunal (Taylor and Woodhams, 2022) meaning it is urged that an agreement is reached amongst the parties evolved.
Mediation and conciliation share certain parallels, however, in cases of mediation the dispute has not led to an employee tribunal. An impartial third person (mediator) facilitates a dialogue between two or more parties involved in a dispute with the goal of obtaining a mutually acceptable resolution. Mediation is a voluntary and confidential process (Taylor and Woodhams, 2022). Taylor and Woodhams also believed that an effective working relationship can be maintained by using mediation to resolve disputes quickly.
5. Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1) 
Employees are protected from unfair dismissal by law according to The Employment Rights Act of 1996. The employer must demonstrate that the dismissal was fair since it was done for a specific purpose and was handled appropriately. And even if an employee is found guilty of a significant act of gross misconduct, this may not be sufficient to justify a reasonable dismissal. Still, the employer is required to conduct a complete inquiry and take everything into account (Suff, 2022).
Employment may be terminated on the grounds of capability if an employer determines that an individual is not performing their duties to the required standard. This can occur if they believe there is a lack of qualifications, health, competence or if an employee refuses to carry out their work duties. In situations like these, the employer may decide to resolve the problem by terminating the individual after adhering to the legal disciplinary and dismissal process (“Dismissal due to Capability: Tribunal Claim Guide”, 2021).
Dismissals relating to misconduct can include ordinary misconduct, and gross misconduct which is more severe. If a dismissal for gross misconduct is to be legal, the necessary legal channels must be used, and in cases of ordinary misconduct thorough investigation must be conducted, a hearing must be held, and an appeal right must be offered (Taylor and Woodhams, 2022). Generally, only employees with at least two years continuous service can bring claims of unfair dismissal. (Taylor and Woodhams, 2022).


6. Analyse key causes of employee grievances. (AC 3.2) 
In a CIPD report, “Managing conflict in the modern workplace” it is stated that it is the employer's responsibility to correct any poor practices and behaviour within the organisation to ensure grievances to not continue (CIPD, 2020). Taylor and Woodhams (2022) reported that 374,760 formal grievances occur in the UK each year, with causes being, bullying, workload, working conditions and wages and benefit issues.
30% of employers questioned in a study reported seeing a rise in employee grievances over the last two years, 67% of these grievances were categorised as bullying and harassment, 54% as issues with managers and 49% as issues with colleagues as well as grievances relating to pay which made up 37% of them (Webber, 2023). 
Further evidence shows that bullying is a more common occurrence in the public sector with 20% reporting being bullied (“Managing conflict in the modern workplace”, 2020). The same report also states that members within the same team and even line managers are often the ones accused of doing the bullying. Managers have a defining influence on employees and workplace culture and their behaviour will influence the way everyone else interacts (“Managing conflict in the modern workplace,” 2020). This suggests that the environment which encourages the need for grievance procedures is largely impacted by the workplace culture created by line and senior managers.


7. Explain the skills required for effective grievance and discipline-handling procedures. (AC 3.3) 
In a large study by the CIPD, 406 managers across many organisations had received some sort of people management training which included conflict resolution skills, how to have difficult conversations and training on how to follow grievance and disciplinary procedures, all of which have benefits to employees and organisations (“Managing conflict in the modern workplace,” 2020).
The ACAS guide to discipline and grievances in the workplace lists the key elements of every disciplinary and grievance process (“Discipline and grievences in the workplace, the ACAS guide” 2020). They must be non-discriminatory, so the individual conducting the process must be impartial, they must be able to deal with them speedily, efficiently, and importantly, they must be able to deal with information confidentially. One vital skill needed to conduct disciplinary and grievances procedures would be effective communication skills to communicate to the individual the right to be accompanied, inform, and explain to the employee of the complaints against them, give supporting evidence and to communicate with the employee what disciplinary action might be taken. It is also important to allow the individual under investigation to have their say and to hear fully, their side of the story, meaning listening skills are also key to a successful disciplinary or grievance procedure (“Discipline and grievences in the workplace, the ACAS guide” 2020).


8. Advise on the importance of handling grievances effectively. (AC 3.4) 
When informal processes are ineffective or inappropriate given the nature of the conflict, disciplinary and grievance procedures are crucial. Additionally, they can aid in avoiding expensive and time-consuming tribunal cases (Suff, 2022). 
Further, in the event of a tribunal case where the employee is successful, the compensation the tribunal award the individuals can be raised by up to 25% if the employer is found at fault for not following the correct procedures and code (Hacker, 2013). So, it would be in the best interest of the employer to have solid and effective grievances procedures in place to avoid tribunal in the first place, however, if a tribunal case is unavoidable, having an adequate and clear grievance procedure would reduce the risk of being at fault and mitigate the risk of a higher compensation cost for the organisation. Furthermore, dealing with informal conflict effectively, reduces the risk and need to escalate the situation formally.
In a study that looked at primary and secondary data from organisations, it was found that effective grievance management maintains positive employee relations, helps successful business running, and achieves elevated levels of productivity. It was also found that when grievances are dealt with quickly, the overall number of grievances are reduced (Taru, 2016).


9. Explain the main provisions of collective employment law. (AC 4.1) 
Collective employment law addresses topics such the employees' rights to collective bargaining, recognition of trade unions, internal union governance and collective consultation. It also addresses the freedom of trade unions to organise industrial action (Heery and Noon, 2017). Further, employee’s right to not join a union is protected by law too (Taylor and Woodhams, 2022). 
Taylor and Woodhams (2022) state some ways in which these protections are achieved. It is unlawful to dismiss employees affiliated with unions, whether they take part in union activities or not, it is also unlawful during the recruitment process to discriminate against or blacklist union members. Collective employment law also means that different regulations apply when members engage in any kind of industrial actions e.g., strikes. Those employees can lose pay when contractual duties are not fulfilled and face the possibility of being dismissed in cases of unofficial industrial action. In cases of official action, dismissal is potentially possible after 12 weeks of action. 
As long union members abide by strict rules regarding informing the employers of striking individuals, fair balloting, and implementing a 7-day cooling period, all unions are “immune from prosecution in tort” and can never be sued for damages. (Taylor and Woodhams, 2022). Unions are also, by law, have the right to be informed of certain decisions and the right to represent members in disciplinary and grievance procedures (Taylor and Woodhams, 2022).


10. Compare the types of employee bodies, union and non-union forms of employee representation. (AC 4.2)
Organisations known as trade unions typically have workers or employees as members. They engage in negotiations about working conditions to defend and advance the interests of their members (Suff, 2022).
In non-unionised organisations, the terms and conditions of employment is negotiated in the framework of individual contracts and through avenues such as employee forums. Employers retain a significant amount of power to develop guidance and expectations about work such as hours, salaries and working schedules (Union job vs. nonunion job: Definitions and differences - indeed 2022). 
The above Indeed article (2022) states for example, when it comes to pay, unions use collective bargaining to establish wages, often leading to higher salaries. Wages, for non-unionised organisation can be negotiated however, this is generally, the employer's decision. Another example provided is, job security, which is higher in unionised workplaces as extra measures means it is harder to dismiss unionised employees compared to those who are not affiliated with a union. (Union job vs. nonunion job: Definitions and differences - indeed 2022). 
Union representation is viewed as beneficial as employees have someone to confide in that has an obligation to help and support. While, in non-union workplaces HR managers resolve these issues, however, they do not work for the employees, rather, the organisation, and this can be seen by some, as a negative (Union job vs. nonunion job: Definitions and differences - indeed 2022).
11. Evaluate the purpose of collective bargaining and how it works (AC 4.3)
Unions that represent certain business units, groups of workers or locations often engage in negotiation with employers regarding pay and other terms and conditions, for example salary grading. When the negotiations are handled genuinely, this is referred to as collective bargaining (Working with Trade Unions ,2023). The CIPD outline genuine negotiation with 6 main principles, some of which include, you must be clear about what you want to achieve, you must be flexible, you must listen carefully, must not be afraid to compromise and you must have a fallback option if the negotiations were to fail. In the same CIPD factsheet, it is stated that collective bargaining is extremely effective as an overwhelming majority of union and organisations negotiations are followed by some form of mutual agreement. In the exceedingly rare occurrence where an agreement is not reached, some reasons for this could be, lack of trust that the agreement will be delivered, both sides being too far apart to reach a mutual decision and when a “take it or leave it” approach is taken by either party.
Although collective bargaining is seen as a positive and affective way for organisations and trade unions to come to better understand one another, collective bargaining is no longer as effective in solving problems such as reducing wage inequality due to the decline in labour power and decline in unionisation membership (Doellgast and Benassi ,2020). 
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