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AC1.1
Although in 2023 there is no agreed definition of what workplace engagement is, in 1990, William Khan described employee engagement to be the expression of employees in a physical, cognitive and emotional way (Khan, 1990); in 2010 the Chartered Institute of Personnel Development (CIPD) report on Creating an Engaged Workforce describes employee engagement as the Intellectual – thinking about the job itself and how to do it better; Affective  - feeling positive and wanting to do a good job and Social aspects of work – having opportunities to discuss work improvements (CIPD, 2010 (a)). 
These feelings and aspects of work form the Psychological contract, which represents the informal obligations employees and employers have towards one another and beliefs about the organisation and leaders that defines the relationship and is influenced by the age, education and length of service of the employees (Taylor & Woodhams, 2022 (a)). Although there is no clear definition of what constitutes engagement, it is suggested that the psychological contract has a lot to do with it and this involves having a voice (CIPD, 2022 (i)).  
Traditionally, employee voice was indirect and collective via Trade Union (TU) representation and focussed on pay, benefits and working conditions. Since the 1980’s, TU membership has halved and since the 1990’s there has been a significant rise in Human Resource Management (HRM), shaping the individualisation of employee voice through survey’s, performance reviews, employee forums and employee participation and involvement practices (Taylor & Woodshams, 2022 (a)).
Digital platforms have evolved over the past decades, resulting in instant communication via email and more recently, accelerated by the COVID-19 Pandemic, hybrid/remote working with reliance on digital meetings (CIPD, 2020 (d)). Social media can reach a wider network and although not yet widely used, large corporate companies such as IBM and Microsoft have engaged in social media as a forum to communicate with employees and according to the Chartered Institute of Personnel Development (CIPD) social media could enhance employer/employee communications and employee engagement when utilised with other voice tools to convey themselves (CIPD, 2017 (a)). 


 









AC1.2 
Employee involvement is where workers actively participate in the decision making process, fostering a good working relationship between management and workers, with direct lines of communication and is aimed at creating a cooperative, motivated workforce by gaining commitment to subscribing to the aspirations of the company goals by being involved in decision making in a unitarism working relationship (CIPD, 2021 (b)). Practices to facilitate employee involvement include direct downward management briefings, Intranet updates, email notifications, newsletters and direct two-way practices including, problem solving groups, team meetings and suggestion schemes. Individual participation via this route suggests that the issue/decision is of lower level with a narrower scope for influence (Taylor & Woodhams, 2022 (a)).

Employee participation on the other hand is a pluralist approach to making decisions via employee or Trade Union representatives with a collective voice about their work, working environment, pay, benefits and conditions (CIPD, 2022 (k)). Employee participation is being able to influence the decisions and participate in problem solving through indirect joint consultation committees and employee forms with participation via this route suggesting that employee influence has a broader scope due to the level and degree of the issue (Taylor & Woodhams, 2022 (a)).

Employee involvement and participation (EIP) is an employee voice practice that is fundamental to ensuring job quality and satisfaction and empower democracy in the workplace (CIPD, 2019 (a)) as well as building trust, motivate and create opportunities for more diverse perspectives (Taylor & Woodhams, 2022, (a)). According to Matthew Taylor’s Good work report, being able to have an influence on the shape of work, its tasks and approaches to  work are of increasing significance to employees and that having no say has a negative impact on their wellbeing, thus engagement (Taylor, 2017).

With GoQuest having recognised Trade Union representation, individual and collective employee voice mechanisms can be implemented to complement one another to build and maintain a good  employment relationship (CIPD, 2022 (a)). 










AC1.3
Employee voice is a key enabler of engagement (CIPD, 2021 (g)). A tool that facilitates employee voice is direct, regular one to one meetings between manager and worker as this facilitates two-way communication with the opportunity to voice any concerns, provide feedback and identify and implement training and deployment opportunities. When practised effectively, goals and targets can be set, allowing for the employee to contribute to their progression and to give autonomy over the way their job is shaped to enhance engagement (CIPD, 2021 (b)). Irregular one to ones or where the manager does not facilitate employee requirements, can have an adverse effect on employee engagement (CIPD, 2022 (i)).
Surveys are used as tool to gauge employee temperature on engagement by asking targeted questions, very often identified via focus groups, with anonymised answers. Although annual, pulse and census surveys are fast and inexpensive to facilitate, providing an immediate view, the answers are usually quantitative and have limited ability to obtain a deep insight to identified trends (Taylor & Woodham’s, 2022 (b)).
Therefore, focus groups containing approximately 12-15 people, representing a cross section of employees across the organisation for diverse views, allows for verbal, qualitative fact-finding, especially after a survey, giving a greater insight, allowing for an action plan to be developed to consider and facilitate any required changes (CIPD, 2022 (a)).
GoQuest would benefit from implementing multiple, individual voice enabling tools as well as both unionised and non-unionised collective consultation with employees on impending changes to gain maximum insight to make fully informed decisions, whilst taking into consideration employee views to drive engagement (ACAS (e)).  In addition, train and develop managers and senior leaders to be advocates of employee voice and engagement techniques as part of performance objectives and company culture to lead the way in encouraging employee voice (CIPD, 2022 (a)). 





















AC1.4
Academic literature provides varied results on evidence linking mechanisms of employee voice, thus engagement to improved organisational performance (CIPD, 2021 (g)), (Bailey et al, 2017)  but evidence suggests that organisations that operate High Performance Working Systems (HPWS), are more likely to achieve employee engagement and therefore greater organisational performance (Taylor & Woodhams, 2022 (a)). HPWS is the implementation of a mutually reinforcing bundle of specific HR ‘best practice’ policies and practices to promote commitment and involvement; for example, autonomous team-based approaches to work, high employee participation in decision making and transparency in communication, enabling the employee voice (Taylor & Woodhams, 2022 (a)). In 1995 Mark Huselid conducted a study that concluded that there is a direct link between the use of HPWS with lower employee turnover and higher market and profit value with employees being committed and engaged and are more likely to apply discretionary effort (Huselid, 1995).

A further study by (Bailey et al, 2017) supports Huselid’s findings but identified that relying on voice alone as a measure of organisational performance is not realistic as there are many external factors such as labour market, globalisation and economic factors that can influence organisational performance and where it is difficult to precisely measure the link between employee voice and high engagement, thus whether it is the cause of better organisational performance (Taylor & Woodhams, 2022 (b)). 

The CIPD Employee Engagement Report (CIPD, 2021 (g)) explains that although there is a causal link between engagement and organisational performance, it is difficult to measure and distinguish between what is a measurement by association or prediction.























AC1.5
The CIPD Good Work Index quote good work as being:
• Fairly rewarded and gives people the means to securely make a living
• Allows for work–life balance 
• Gives opportunities to develop, and ideally a sense of fulfilment 
• Provides a supportive environment with constructive relationships 
• Gives employees the voice and choice they need to shape their working lives 
• Is physically and mentally healthy for people
(CIPD, 2022 (m)).
These factors equate to Job quality and is a key element to employees. The CIPD 2022 Good Work survey revealed that 35% of people leaving their roles was for better pay and benefits, 27% for better job satisfaction, 24% for better work-life balance, 21% because of poor working relationship with their manager and 30 % because unhappy with senior leadership and that employers need to focus on job quality matters to avoid labour turnover and cultivate positive working environments. (CIPD, 2022 (m)).
To achieve better working lives and promote Good Work, GoQuest should use employee voice mechanisms via surveys and focus groups to understand where areas of job quality can be improved, as well as study exit interviews and data to gain insight on why employees leave as well as a review of pay and benefits and work-life balance and how to better facilitate for workers (ACAS, (f)).
GoQuest should develop a wellbeing strategy with Wellbeing initiatives to promote good mental and physical health with mechanisms to be able to talk to employer and raise any issues to get support having provided training on wellbeing matters to managers to be able to promote a good wellbeing culture (CIPD, 2022 (f)).
The Good work index 2022 (CIPD, 2022 (m)) highlights that the post pandemic change to more hybrid working and the cross over into work/home life is affecting work-life balance and wellbeing. Mangers need to be aware to regularly touch base with remote employees for well-being. Not all workers will be able to work from home due to the nature of the role, therefore fairness for those that are unable to work from home by other means of flexible working should be considered, for instance working  hours and  patterns (CIPD, 2021 (i)). GoQuest should provide manager training on the importance of the components of job quality and good work to enhance facilitation as well as training, development and career progression opportunities for employees. 






AC2.1
Organisation conflict occurs when there is a disagreement or opposing views between employees or the employer and employees and can manifest in the form of organised, unorganised, formal and informal conflict (Taylor & Woodham’s, 2022 (a)).
Organised conflict is where a dispute is generally between the employer and employee, usually over impactful issues such as working conditions, pay, benefits and redundancies, with action being taken collectively by the employees in consultation with their Trade Union in collective bargaining, strikes and working to rule - only following the conditions of their contract with not participating in overtime (Daniels, 2022).
Unorganised conflict occurs either collectively or individually where employees are dissatisfied with an employer decision and results in misbehaviour in the form of deliberate negative behaviour such as fraud, absenteeism, lateness, theft or sabotage (CIPD, 2022 (j)).
Informal conflict occurs when there is typically a difference of opinion, ways of working and personalities, resulting in clashes between employees or employees and their manager and can be individual or collective (Taylor & Woodhams, 2022 (a)).
Formal conflict is where unfair treatment has taken place such as an act of bullying or harassment resulting in a grievance being raised and possible Employment Tribunal claim.  (CIPD, 2022 (n)).
Conflict can be damaging and costly, however it can have positive functional outcomes, when managed correctly, leading to a better working relationship and creativity and foster healthy competition to achieve goals. Difference of opinions can foster debate and positive outcome based on different perspectives.  (CIPD, 2022 (n)). 


















AC2.2
Where collective bargaining between the employer and Trade Union (TU) over a dispute has failed to reach an agreement, Industrial Action (IA) in the form of a Strike can take place (Daniels, 2022). For IA to be lawful it must be supported by the TU, not induce employees to be in breach of their contract under common law and to avoid this, the TU must operate within strict time parameters of notification to the employer that a ballot will take place, as well as the percentage of TU members required to vote and the majority that vote are in favour, its results and comply with the Trade Union Act 2016 (Legislation.gov.uk (d)) and Trade Union and Labour Regulations (Consolidation) Act 1992 (TULCRA) (Legislation.gov.uk (c)) with regards to the official process. Also under TULCRA and Trade Union Act 2016, any Picketing would need to be within the parameters set including remaining peaceful for it to remain lawful.
Unofficial action such as a sit-in without a ballot or any other action taken without a ballot such as a wildcat strike after a void ballot taken by TU or non TU members will be classed as unauthorised (Daniels, 2022) and as such deemed as unlawful action and will not have immunity for a breach of contract and may result in fair dismissal (Gov.uk (a)). 


















AC2.3
With the steady decline in TU membership since 1980 at 12.8 million members to 2021 at 6.66 million members, formal Industrial Action (IA) had seen a decline in recent years with attributing factors being changes in industries such as the departure of coal mining, who had a strong, male TU following and more recently the Covid-19 Pandemic resulting in furlough and cancellation of membership (Daniels, 2022).  

The emerging recognition of employee voice initiatives and individualisation of conflict, coupled with TU and employers working in partnership to resolve and develop better working practices and environments has harmonised the relationship, allowing for collaboration, avoiding formal action (Daniels, 2022). 

In 2022, The Guardian (Guardian, 2022) reported that there has been an increase in (IA) in the form of strikes across industries with the rising cost of living being responsible for pay disputes as well as pension cuts in the education sector and threatened redundancies in the transport sector, with the highest rise in IA in 5 years. According to the Office of National Statistics (ONS, 2023), 2.472 million working days were lost between June and December 2022, with pay disputes accounting for 75% of IA. 

The CIPD, (CIPD, 2022 (P)) report that the cost of living crisis and labour market signal changes are afoot with seeing an increase in IA and are urging employers to engage with TU and representatives early to avoid IA. 















 AC2.4
 Mediation is a voluntary process where a third-party speaks to both parties in an informal disagreement early on and has the advantage of allowing both parties to suggest agreement solutions that would not normally be identified through a grievance investigation and before both parties become entrenched, leading to formal dispute and further relationship breakdown (Gov.uk, (b))). Through the mediation process, a mutually beneficial resolution may be found and where a statement of agreement is reached and signed by both parties (CIPD, 2022 (h)). 
Third-party early conciliation is a voluntary, confidential, independent process, facilitated by ACAS to attempt to find a solution to dispute between both parties, whether individual or collective dispute, either before or during an Employment Tribunal (ET) claim (ACAS, (j)).  Where an agreement is reached, a legally binding COT3 settlement document is drawn up, bringing the case to a close, with no progression to ET. If no agreement is reached, the claimant may take their case to ET, where conciliation between both parties via ACAS can continue (Daniels, 2022). If no solution is reached, the case will be heard at ET (ACAS, (j)).
Arbitration is a means of settling a formal dispute outside of ET or civil court system, where an independent arbitrator, appointed by ACAS hears the case (Daniels, 2022). Before the process commences, both parties agree to accept the arbitrator’s decision as it is final, with no appeal process. For individual arbitration, only cases relating to unfair dismissal or flexible working can be heard (ACAS, (k)). 
























AC3.1
The Employee Rights Act 1996, states that an employee has the right not to be unfairly dismissed (Legislation.gov.uk (a)). Fair reasons for dismissal can be on the grounds of culpable capability issues, with reference to skill, aptitude, health or any other physical or mental quality and also qualification in relation to any degree, diploma or other academic, technical or professional qualification relevant to the position held and on the grounds of conduct. (Legislation.gov.uk (a)). 

Conduct is classed as either misconduct, where behaviour such as timekeeping is addressed via disciplinary warnings, leading to dismissal if such behaviour continues or gross misconduct, a serious act such as theft or violence, resulting in dismissal (ACAS, (b)).

 For a dismissal not be unfair, a fair procedure must be applied and follow the ACAS Code of Practice on Disciplinary and Grievance Procedure (ACAS, (a)). If the dismissal is relating to misconduct or capability issues, the employer must demonstrate that they have acted within the ‘range of reasonable responses’ (Daniels, 2022) by having carried out a thorough investigation before taking the decision to dismiss e.g. where an employee is dismissed due to gross misconduct theft, if a fair and reasonable procedure is deemed by the ET not to have been followed such as thorough investigation and employee having the right to be  accompanied at any disciplinary hearing, the dismissal can be unfair (CIPD, 2022 (r)). To claim unfair dismissal, an employee must have 2 years continuous service (Daniels, 2022). 
























AC3.2
According to the CIPD 2020 report on managing conflict in the workplace (CIPD, 2020 (c)) the most common causes of employee grievances are related to  interpersonal conflict and incivility with colleagues or manager as well as bullying and harassment with 15% of employees experiencing bullying and 8% having experienced harassment in the last 3 years. This is supported by XpertHR 2022 survey a report (XpertHR, 2022) as well as the rising cost of living, resulting in collective pay and grading disputes. 

There are however other factors that entice individual and collective employee grievance. Poor management and power dynamics can lead to dissatisfaction and individual or collective dispute (CIPD, 2021 (h). Unrealistic performance targets and workload or lack of development opportunities can provoke disengagement and misbehaviour (CIPD, 2022 (n)).  Poor working conditions such as lack or resources, inadequate tools or technology as well as unsafe working conditions can provoke employee grievance  (Taylor & Woodhams, 2022 (a)). 
































 
AC3.3
When dealing with informal or minor grievances it is important for the GoQuest managers to be proactive and resolve as quickly as possible to avoid escalation (CIPD, 2022 (c)). For more serious grievances or disciplinary matters it is important to follow the ACAS Code of Practice (ACAS, (a)) process when carrying out grievance or disciplinary investigations and hearings as well as following internal procedures in order to ensure a fair process is applied, including the offer of the right to be accompanied at each stage, right of appeal and that GoQuest appoint an impartial manager to hear an appeal to prove to an ET that the process was followed should the outcome be dismissal resulting in an ET claim, reducing the likelihood of a successful claim based on failure on procedures, thus awards being increased by up to 25% (ACAS, (a)). 
In either situation it is important for managers to remain discreet and apply confidentiality to the situation and be proactive in resolving.  They need to be diligent when speaking to witnesses and asking open questions to encourage conversation and then actively listening to responses to probe further to gather a full picture (Covey, 2004) as well as take accurate notes to gather the best available evidence in order to make a balanced and evidenced decision (CIPD, 2022 (c)). It also  imperative to remain fair, calm under pressure, objective an unbiased and where appropriate show compassion and empathy and treat all parties with respect and dignity (ACAS, (n)).  

















AC3.4
Informal grievances can manifest into bad behaviour and misconduct that, if not resolved at an early stage, can escalate to formal grievances or can result in formal disciplinary action being taken against the misbehaving employee or an employee taking legal action against the employer (CIPD, 2022 (j)). 
If left unresolved, individual or collective grievances can have a negative impact on the working relationships and the workforce, affecting morale and the psychological contract and may result in a bad reputation as an employer and higher turnover of staff (CIPD, 2022 (c)).                   
The CIPD report on Managing Conflict in the Modern Workplace (CIPD, 2020 (c)) reveals that manager style, approaches and responses to workforce issues are often the cause of conflict as well as lack of skill when dealing with conflict, leading to escalation. GoQuest would benefit from encouraging and providing managers with training in spotting and handling grievances and disputes to be able to approach and resolve at an early stage to avoid escalation (ACAS, (n)).  It is equally important to have a clear dispute resolution procedure to encourage employees to speak up to foster good working relationships and a positive culture (CIPD, 2022 (c)), reinforcing the psychological contract by facilitating fairness and consistency (CIPD, 2022 (i)). 




























AC4.1
Collective employment law is the provision that regulates the actions and conduct of and between employers and union and non-union bodies of employee representation for the purpose of fair treatment and conditions (Daniels, 2022). For example, statutory recognition procedures must be followed for a Trade Union (TU) to be recognised by the Central Arbitration Committee (CAC) under the Employee Relations Act 2004 (Legislation.gov.uk, (e)) for the purpose of collective bargaining on behalf of a bargaining unit with regards to pay, hours of work and holidays as well as provisions agreed between the two parties that may include redundancy procedures providing that the employer has 21 or more workers. The CAC also regulate the statutory procedures for TU de-recognition (Gov.uk, (g)). 

Under  the Trade Union and Labour Relations (consolidation) Act 1992 (TULCRA), for collective bargaining purposes, an employer is required to disclose all relevant information regarding its undertakings and that also under TULCRA, the CAC will adjudicate disputes relating to the non-disclosure of information for the purpose of collective bargaining (Legislation.gov.uk, (c)). In addition, the TU and employer are to agree the method of conducting collective bargaining, with the CAC assisting in resolution where there is disagreement (Gov.uk, (g))

If a collective agreement is reached, to be legally recognised, the contract of employment must detail, expressly that any changes as a result of collective bargaining will be recognised (Legislation.gov.uk, (c)). 























AC4.2
Trade Union (TU) representatives have the ability to enter into collective bargaining to negotiate on matters that effect the workers such as redundancy, pay and benefits, Health & Safety as well as representing members in grievance and disciplinary matters (Daniels, 2022).  Under the Trade Union and Labour (Consolidation) Act 1992 (TULCRA) (Legislation.gov.uk (c)), TU representatives’ have the right to paid time off for duties, training and facilities and are protected against dismissal or action being taken against them for carrying out their TU activities. 
Non-union employee representatives present themselves in the form of workforce agreement representatives, Transfer of Undertakings of Personal Effects (TUPE) representatives and  representatives of collective redundancies and grievance and discipline for instance (ACAS, (o)) and can only be part of consultation on these matters and have no power or influence in the outcome (ACAS, (f)). Employee representatives are entitled to paid time off, training and facilities to carry out consultation and are protected from dismissal or detriment to carrying out duties or standing for election (ACAS, (p)).
Employee forums consist of volunteers across the business, representing each area and is a mechanism of employers communicating, informing  and consulting on potential changes to gain a broader view, opinion and perceptive before making a decision. These representatives do not have the right to paid time off, training or facilities. They are informed and consulted but the employer does not have to take on their views (ACAS, (f)).  















AC4.3
The purpose of collective bargaining is for recognised Trade Unions (TU) to formally negotiate terms and conditions of employment with employers to improve working conditions, Health & Safety, pay and benefits, resulting in collective agreements and benefitting all employees, not just TU members that are in the bargaining unit (CIPD, 2023 (a)).
Under TULCRA, the employer is required to disclose information to the TU to aid negotiation, such as financial accounts or job evaluation policy, employment statistics and pay banding and rates for collective bargaining purposes. No personal information relating to employees is permitted      (ACAS, (q)). Both parties enter into consultation and negotiation and ideally compromise to arrive at a mutually beneficial solution (Gov.uk (e)).
[bookmark: _GoBack]If negotiations do not result in a desirable solution, the TU can organise formal industrial action via a ballot in the form of a strike or overtime bans, working to rule or pickets to add pressure for employer to agree to proposed terms (Daniels, 2022). GoQuest would be wise to develop a healthy relationship with TU representatives and  create an open and honest negotiation culture to aid collective bargaining and avoid industrial action (CIPD, 2023 (a)). 
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