Employment Relationship Management
Section 1
1. Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1)

Employee voice is the method in which employees communicate with their employer with regards to suggestions, questions or concerns they may have (CIPD, 2022). The CIPD identified employee voice as a key dimension of job quality, therefore it is imperative that Go Quest implement procedures that allow the organisation to hear employee voice (Taylor, M. 2020).
There are many ways in which employee voice can be heard, collectively or individually and  directly or indirectly. 
Over recent years, the ways in which employee voice is heard has evolved with the growing advances in technology, for example, the use of platforms such as Zoom and Teams during the Covid-19 pandemic. 
Emerging developments
Social media is playing a substantial role in developing employee voice and engagement with Holland et al (2016) stating that it has the potential to transform employee involvement and participation (EIP). Social media platforms can give individuals a safe place to air their views when they don’t feel able to do so in a work environment.

Another approach to employee voice and engagement would be employee surveys. Although they have been used for many years, advances in technology mean that they can be completed confidentially using online platforms such as Jotform (No date), ensuring employee trust. Another positive development would be the way that Data gathered in a survey is collated. Historically, this would have been a mammoth administrative task, but with programmes such as Survey Monkey, the data can be collated and reported within seconds through a personalised dashboard (Survey Monkey, 2022). 
The risk with employee voice in general is lack of follow up. If an employee, individually or collectively raises a concern, it should be followed up. Without follow up actions and reporting of these actions, employees may lose faith in the process. 
Focus on giving employees a meaningful voice could improve employee satisfaction, motivation and attitude at Go Quest. 



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

Employee involvement
In order to build good relationships, Go Quest should consider their approach to employee involvement and participation. Employee involvement is described as processes that give employees the opportunity to give their input into decisions that affect their work (Bullock, R. no date). This usually involves direct communication between the individual and their manager. An example of employee involvement would be, a member of staff suggesting a more efficient way of completing a task and the manager taking this on board and, if appropriate, feeding the suggestion down through the team. 
Employee participation
Employee participation, also referred to as employee empowerment (Lee et al., 2018), allows employees to take part in business activities and often through a team approach, help with decision making within the organisation.
Although similar, the difference between employee involvement and participation is, employee participation allows the employee to actively participate in business activities, where employee involvement only offers the employee the opportunity to give their views on business activities. Both involvement and participation can empower employees. There are many studies which suggest that empowering employees leads to better productivity, employee retention and employee mental health. One such study, included data from 30,000 employees across 30 countries. The study showed that leaders who empower their staff are more likely to be trusted by their employees and draw out more employee creativity (Lee et al. 2018).

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

1. One to one meetings
One to one meetings are an useful way to hear employee voice. These meetings have many uses, such as giving and receiving feedback, coaching, and motivating as well as facilitating conversations around organisation goals, career growth and personal exchanges (Miles, M. 2022). These meetings should be well structured, but open to change as new information may be revealed.

2. Employee surveys
Employee surveys are one of the most effective ways of gathering information from employees (Drive Research, 2023). As the survey can be collated confidentially, employees have the opportunity to give their views privately, without the fear of negative repercussions. One of the disadvantages of employee surveys is that they are only worthwhile if the correct questions are asked in the correct way. It can be useful to use open questions with comment boxes for answers rather than multiple choice if more clarification.

3. Focus groups
Focus groups are an effective way of having direct communication with employees without the time it takes to see each employee individually as you would with one to one meetings (Ryba, K. 2019). It is useful to have the presence of senior management at the meeting so that the focus group sees that they are being taken seriously and that their views are being taken on board.
To structure the meeting and ensure that the meeting stays on track, a firm agenda should be agreed between the group of employees and the attending management. This ensures that the meeting doesn’t get taken over by individual’s gripes and grumbles, but gets directly to the issues brought forward by employees as a whole.

1. Follow-up
Following on from the employee voice tools discussed above, according to an IBM survey (Weiner et al, 2016), one of the most important phases of the employee voice cycle is following up on concerns raised with relevant actions. Studies have shown that if employees do not feel included, they lose trust in managers and as a result, lose motivation to perform, thus negatively impacting their quality of work. (Wong et al 2020). By following up on the issues, employees can see that they have been listened to and that their points of view are valued and respected. Go Quest management can communicate follow up actions to employees via one to one feedback, publishing actions in a company newsletter or through focus groups depending on the nature of the original issues.

2. Communication
“….every conversation a manager has with an employee affects their engagement -- and engaged employees perform better, which differentiates you from your competitors.” (Gallup, 2023)

If employee engagement is there to ensure employees have the correct working conditions both physically and emotionally in order to do their jobs to the best of their ability (Harrison, K. 2020), then the best way to find out the physical and emotional needs of the workforce is to communicate with them. An employee who has their basic needs provided for is more likely to perform and ‘go the extra mile’. 
Two way communication between the Go Quest and the employee gives a better understanding to both parties of their expectations and goals. Communication can be made via company intranet, email, or face to face conversations.



4. Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4)

According to Gallup’s report on employee engagement, there are nine key performance indicators that are negatively affected by poor employee engagement. These include, productivity, profitability, absenteeism, theft and quality. (Walker, P 2020)
On the flip side, effective employee engagement will positively affect these areas of the business. An example of this could be, an employee who is engaged with the business and therefore happy in their workplace, gives outstanding service to a service user. The service user then reviews the business online or via word of mouth and the organisation receives new business as a direct result of that employee. If the employee had been disengaged and not motivated to apply discretionary effort, the service user would not have given the good review and may not return themselves.
Discretionary effort refers to the effort put in by employees that goes beyond expectations (Daniels, A. no date). 


5. Explain the concept of better working lives and how this can be designed. (AC 1.5)

The CIPD approach to better working lives involves seven ‘Dimensions of Good Work’. These are: 
1. Pay & benefits 
2. Contracts of employment 
3. Nature of work 
4. Relationships at work 
5. Work life balance 
6. Employee voice 
7. Health & wellbeing
The concept is that achieving what ‘good’ looks like in each of these dimensions delivers good individual wellbeing and supports a fair society with motivated workers. (Gifford, J & Wheatley, D. 2019).

Nature of work
When considering the nature of the work in terms of good working lives, workload should be considered, is the employee suited to the nature of the work considering their own skills, is the work fairly distributed to avoid stress, do the workers have the materials and resources to carry out their roles effectively? It is also important to consider the amount of freedom given to employees to make their own decisions in the workplace, therefore empowering them. (Gifford, J & Wheatley, D. 2019)

Relationships at work
Marcus Buckingham said that employees leave managers not companies, written 25 years ago, this still applies today (Buckingham, M. 1999).  Good quality, supportive management will treat employees as individuals and understand their individual needs, therefore issues are dealt with equitably.

Work-life balance
Within the workplace, protecting employees’ work-life balance can go a long way to achieving better working lives. Since the Covid-19 pandemic, there has been a switch in priorities for job seekers. According to research published by Aviva in 2022, 41% of workers were attracted to their current role for the work-life balance, while just 36% were attracted by the salary, the opposite of similar findings pre-pandemic. This suggests that the pandemic has highlighted the need to balance out time spent in work with hobbies, family time, and exercise for example. (Aviva, 2022). This then feeds in to the employee’s health & wellbeing, which would benefit from the reduced need to struggle with juggling different aspects of their lives through flexible working or hybrid working.



















Section 2

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

Organisational conflict can be a natural part of working lives. It refers to disagreements between peers, or between management and subordinates around nature of work, unfairness, or pay.
Organisational conflict can refer to strikes, although strike action has declined dramatically since the peak in 1979 (Office of National Statistics, 2022. Cited in Taylor, S. et al 2022). More recently, there has been a rise in individual grievances and complaints via employment tribunals which incur a large cost to UK businesses (Taylor, S et al. 2022).
Misbehaviour refers to acts by an employee such as sexual harassment, bullying or incivility (Thomas, R et al. 2019). Employee misbehaviour can cause problems such as bringing the company into disrepute causing large costs to the business. If dealt with swiftly, this may be avoided.
Informal and formal conflict are characterised by how they are dealt with and the presence of a third party. For example, a disagreement between two colleagues may be dealt with informally between themselves. Formal conflict may require a third party to be involved in the form of mediation or conciliation. It’s important for managers to recognise when informal conflict needs to be dealt with formally. (CIPD. 2022)
Conflict is not always negative. Allowing employees the freedom to disagree gives more opportunity for creativity and innovation and allows the organisation and its employees to learn and grow (Gallo, A. 2018)

2) Distinguish between official and unofficial employee action. (AC 2.2)

Official action
The organisation of strikes and other industrial action is a right by law. Employees are involved in strike action, are breach of their contact, this should lead to action from the employer. However, with trade union involvement, special immunities are granted, protecting employees and trade union officials from detrimental treatment for 12 weeks after the action (Daniels, K. 2022. Pg 224-230). A ballot is held to decide if industrial action should be taken. The trade union should notify the organisation of when the ballot will be held and how many employees are involved. 50% of members eligible must vote in the ballot for it to be valid. There must then be a majority in favour of the action in order for it to take place. Ballots are confidential, but voters should be informed of how many people were entitled to vote, did vote and if the threshold was met. They should be told how many voted yes and no. If industrial action is agreed, the trade union must give the employer 14 days’ notice(Daniels, K. 2022. Pg 224-230). 
Unofficial action
Unofficial action may be instigated by the employees themselves, when a salary increase is denied, employees may decide to ‘strike’ without the support of a ballot through the Trade Union. This leaves them open to disciplinary action as they are not protected by the immunities allocated to trade union members. (ACAS. 2023) Where unofficial industrial action is undertaken, employers may apply for an injunction to halt proceedings. The employers may also claim against the trade union or individuals for losses incurred by unlawful action (Daniels, K. 2022. Pg 224-230).

3) Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3)

There has been a significant reduction in the number of working days lost due to industrial action over the last forty years. For example, in October 1979, over 3.5 million working days were lost, compared to November 2022 when 461,000 working days were lost (ONS, 2023). Some of the reasons for this reduction are, a reduction in trade union memberships and the legislation which now makes strike action more difficult and costly to plan and implement (Taylor, S & Woodhams, C. 2022. Pg 21). 
The decline in strike action has led to an increase in individual forms of conflict such as grievances, absenteeism and resignation. In 2021, Acas estimated that this costs the UK economy £28.5 billion a year (Acas. 2021. Ref Taylor, S et al. 2022). 
Another emerging trend in the decline of industrial action is employee representation within organisations. Employees are elected to represent a group within the business to resolve issues and conflicts that may arise so that industrial action is not required (Koinig, I. et al. 2021).
With the emergence of legislation such as the Health and Safety Act 1974 and the Equal Pay Act 1970, the relationship between trade unions and organisations has changed. Previously, Trade Unions would be utilised to ensure safe working conditions, the legislation now enforces these minimum standards, allowing trade unions to focus on other issues such as, equal opportunities for groups such as the LGBTQ+ community and working parents’ rights as well as these minimum standards (War on Want, 2023).

4) Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)
Mediation
Mediation is when an impartial person helps to find a solution to a workplace issue. The impartial person is not responsible for making any decisions, but will help to find ways to move forward (CIPD. 2022). Mediation is more commonly used in individual disputes and can be used to resolve disagreements such as claims of bullying or communication issues. Both sides must agree to participate and the outcome is agreed by all parties (CIPD. 2022). Go Quest should consider training managers in mediation to ensure they are prepared when situations arise.

Conciliation
Collective conciliation helps to resolve 9% of disputes within the workplace. (ACAS. 2022). Conciliation involves an impartial person aiding both parties in reaching an agreement where they have failed to resolve the dispute themselves. Conciliation is a free service and can be used in disputes around redundancy and pay issues (ACAS. 2022). When approached early on in a dispute, conciliation can work towards preventing employment tribunal claims as the conciliator speaks to both parties to find some common ground. The conciliator will confirm the agreement in writing (ACAS. 2022).

Arbitration
Arbitration can be used collectively between an employer and a group of employees or individually between an employer and an employee. The appointed arbitrator looks at statements and holds meetings with both parties to listen to the evidence. Although some similarities can be drawn between conciliation and arbitration, the main difference is that the impartial person allocated to the dispute makes the final decision. The decision is legally binding and both parties must agree to accept the decision before the process begins (GOV.UK. no date).

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

Section 94 of the Employment Rights Act 1996 (ERA 1996) states that an employee has the right not to be unfairly dismissed. (Employment Rights Act 1996 c. 1.) A dismissal may be unfair if the employee has worked for the organisation for two years or more and there was no fair reason for the dismissal, correct procedures were not followed, or the reason given is not enough to amount to dismissal (ACAS. 2022).
The ACAS Code of Practice on disciplinary and grievance procedures (2015) lays out the requirements of an organisation to treat employees fairly and reasonably. 

Capability refers to an employee’s ability to carry out their duties, through illness or disability. A performance management or capability procedure should be followed to ensure a fair process (Daniels, K. 2022. Pg 169).
Misconduct refers to an employee’s behaviour at work, such as, unauthorised absence or poor time keeping and should be managed through the disciplinary policy. Misconduct is split into two categories, Misconduct and Gross Misconduct. Gross misconduct deals with more serious breaches such as theft, or assault and can lead to summary dismissal without notice (Daniels, K. 2022. Pg 171)
The difference between conduct and capability is that the employee has control over their conduct, but may not have control over their capability, for example if it is caused by illness (ACAS., 2022).
Both capability and conduct could lead to a fair dismissal if the code of conduct is followed. 


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

A grievance may arise when an employee has an issue with something relating to their working life (CIPD, 2022). 
The top three causes of grievances are bullying and harassment, relationships with managers and relationships with colleagues (Webber, A. 2023). 
Bullying and harassment.
Employees are protected from harassment and discrimination by the Equality Act 2010, it is the employer’s responsibility to enforce this (Acas. 2021). Depending on the type of complaint, this may be dealt with informally, Acas suggest that employers take how the complainant would like it to be dealt with into account when deciding whether the issue should be dealt with formally or informally. If in doubt, Go Quest managers should deal with it formally (Acas. 2021).
Relationships with managers
According to statistics gathered by XpertHR, four in ten employees reported that the reason employee relationships are the cause of a high number of grievances is because of a lack of management training and management not wanting to be seen as the ‘bad guy’ in situations. The employee then has no choice but to escalate issues that could potentially have been dealt with informally (Kearsley, L. 2023).
Relationships between colleagues
Disagreements between colleagues can occur regularly in the workplace, especially following the Covid-19 pandemic and during the current cost of living crisis when tensions are likely to be high.
When dealt with quickly and fairly, they can cause minimal disruption and even foster a more positive workplace culture. When not dealt with effectively, disputes can escalate and cause further issues which will affect the work of the individuals involved and the team and lead to formal grievances being raised.

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

Prompt action
If Go Quest receive a grievance from an employee, it is important that the complaint is dealt with without delay. When dealt with quickly, there is more chance of the issue being resolved informally through mediation, which could be facilitated by trained Go Quest line managers (Acas, 2020). 
Communication skills
Line managers dealing with grievances or disciplinaries must have good listening skills to get a full picture when investigating the issue. They should be calm, impartial and empathetic.
Managers should also communicate effectively with complainants, keeping them informed of the process, their right to be accompanied, where to find Go Quest policies and their right to appeal any decision made (CIPD, 2022).
Fairness and transparency
The way for line managers to ensure consistency, fairness and transparency is to have a good understanding of Go Quest’s policies and procedures relating to discipline and grievance as well as the Acas code of conduct (Acas, 2020). They should involve employees in the development of such policies to ensure buy-in from all areas of the business. The policy on dealing with grievances and disciplinaries should be accessible to all, in the employee handbook. Note-taking in meetings and or hearings provides a record of what is discussed, all records should be stored securely and for the amount of time specified by the General Data Protection Regulation (2016).



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

Grievances should be handled in line with the Acas code of practice and Go Quest company policy to ensure a fair and impartial process (McConnell, A. 2014). Grievances address issues such as, bullying and harassment and unfair processes being highlighted by employees, which, if not handled correctly could lead to employee resignation, absenteeism and poor morale causing extensive costs to the organisation.
Effective handling of grievances can establish trust between Go Quest and its employees and maintains the psychological contract, fostering a positive working culture and happier employees who have faith in their managers (CIPD, 2022). This leads to better productivity rates and higher rates of discretionary effort.
Another important reason for managing grievances effectively is to avoid legal claims and employment tribunals. Legal action can affect the reputation of an organisation or the individual as well as being costly. There are multiple ways to avoid the expense of an employment tribunal hearing, such as conciliation or arbitration through Acas as discussed in AC 2.4 (CIPD. 2022). 
Failure to deal with grievance issues that arise could lead to discrimination claims at an employment tribunal, so it is important to understand when informal action needs to become formal action. In some cases, this may be led by the employee submitting the grievance.

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

Collective employment law refers to legislation relating to Trade Unions and the agreement made by employers and employee representatives, a collective agreement (Gov.UK. No date).

Statutory Recognition
If an employer doesn’t agree to recognise a trade union voluntarily, the union can apply to the Central Arbitration Committee (CAC) for statutory recognition (Gov.UK. No date). Unless challenged by the employer, the trade union’s application will be accepted by the CAC. 
The statutory recognition process can be time consuming, costly and doesn’t give the best start to relationships between the employers and the trade unions, it is usually better to follow the voluntary process (CIPD. 2023).

Picketing
The Trade Union and Labour Relations (Consolidation)Act 1992 (TULRCA) states that a person who is acting to further a trade dispute is allowed to be at their place of work to communicate the reasons for strike action to other people and to peacefully persuade them to join the strike action. For organised lawful picketing to take place, a supervisor must be named and the police informed. The trade union representative who is selected to be the supervisor must be issued with a letter from the trade union confirming that the picketing has been approved by the trade union (Daniels, K. 2004. Pg 230-231). There are strict laws around picketing in the UK such as, trespassing, making a noise nuisance and using threatening or offensive language, these behaviours could lead to legal action (Gov.Uk. no date).



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

Employee bodies refer to groups within an organisation set up to represent the employees in negotiations and decisions with the employer. Go Quest should consider which type of employee body would best suit the organisation. 

Non-Union representation
Works council - Members of the works council would usually be elected by other employees within the organisation to be their collective voice. Although it’s common to have this type of employee body in a non-union organisation, they can work alongside each other to represent different aspects of the workplace (Clyde & Co. 2022). Another type of employee body is employee representatives, they have fewer powers than a trade union representative but are helpful in dealing with consultations regarding redundancy.

Union representation
Union representatives within the workplace are elected or appointed by the union to represent members of the union in the workplace. When recognised by the employer, representatives are entitled to paid time off to carry out their duties and protected from dismissal and discrimination related to their role. They have the right to be informed of certain issues such as changes to terms of employment and may be able to enter in to collective bargaining agreements on behalf of their members (Clyde & Co. 2022).

There are many differences between union and non-union representatives including the difference in the balance of power. Trade unions are backed up by a legal framework which protects them from legal action related to their duties. This legal framework sets out the rules around an employer consulting trade unions on organisational changes. Non-union groups such as employee forums would not have the power to call an official strike. Union representatives must be trained in their role and allowed paid time off to attend the training (Acas. 2014).


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

Collective bargaining is the process of negotiating conditions of employment for trade union members (Daniels, K. 2022). Collective bargaining is only possible when the organisation recognises a trade union and works with them in negotiations. 
The purpose of collective bargaining is to resolve issues between an employer and a group of employees through negotiation, a group of employees will have more leverage than a single employee (Morris, A. 2022). For example, where a group of employees believe that they are entitled to a higher wage. In this case, the trade union would identify and request all of the information they need from the employer, the employer should be helpful and accommodating in meeting the trade union’s request (Acas. 2003). In the next stage, both parties would begin negotiations. Often trained negotiators would be brought in by both the trade union and the employer. The purpose of the negotiations is to reach an agreement that both parties are satisfied with, a collective agreement. In order to reach a collective agreement, constructive compromise may be needed, where common ground is sought to encourage both parties to move closer towards eachother’s position. Failure to reach a collective agreement could result in strikes to achieve the bargaining aims and therefore reputational damage to the employer (Morris, A. 2022).
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