 AC 1.1-Review emerging developments to inform approaches to employee voice and engagement. 

Employee Voice is a way employees express their views to their employer regarding matters which affect them at work [CIPD, 2022]. Businesses that encourage and promote Employee Voice builds towards gaining trust, innovation, and productivity with their workforce whilst creating an inclusive environment [CIPD, 2022]. 
Giving employees a voice is a critical component of establishing a workforce that is happy, engaged, and more productive [Molly, 2022], and is crucial in making their employees feel valued which can lead to increased job satisfaction, greater influence, and better development opportunities [Armstrong, 2023].

Employee engagement can be defined as “the harnessing of organisation members” [Kahn, 1990] where employees express themselves emotionally, cognitively, and physically within their roles.
High levels of engagement can see an increase in employee effort and productivity, higher profitability for the business, improve quality and reduce error rates which will, lead to faster business growth and a likelihood of business success [Armstrong, 2023]. 

Review
To drive developments within employee engagement, businesses such as Go Quest should have specific policies and procedures in place to encourage their staff to speak out about their opinions. Line managers play a role in enhancing engagement by providing feedback continuously on their strengths whilst allowing them to do what they do best by providing them with a clear path without distractions. 
Modern technology and social media are becoming increasingly influential in emerging developments to support employee voice within businesses. They can benefit from these advances to gain maximum feedback from their employer by sending surveys directly to their PC or mobile devices for ease of accessibility to gain more feedback instantly.  

Too much engagement can lead to a negative outcome, where employees are emotionally exhausted caused by excessive demands, and stress in trying to meet unreachable standards set by the employer can lead to feeling “burnt out”. If not managed correctly, staff failures, absences, and potential resignations can be an outcome. To avoid burnout, Go Quest will need to ensure they do not place too much pressure on their employees and provide adequate support and recognition for what they have achieved [Armstrong, 2023].

AC 1.2- Differentiate between employee involvement and employee participation and how it builds relationships.  
Employee involvement and participation are the two main forms of employee voice, where employees are involved in the businesses’ decision-making through their representatives and employee forums and gain ideas from their staff and their cooperation [Taylor Et al 2016]. 
According to [Bai et al,2019] Employee participation refers to employees having a part to play in company operations to achieve their main goal by encouraging employees to participate actively in the planning and decision-making process for the business.  This approach can improve staff satisfaction, the mental health of employees, and their productivity including a more collaborative approach which will help to achieve business strategy using the best skill set within the business [Armstrong, 2023].
Involvement 
Employee Involvement focuses on individual employees and is designed to produce a committed workforce that is more likely to contribute to the operation of the business’s goals and objectives [Gennard, J et al, 2010]. A company that encourages direct interaction between management and their employees develops and encourages employees to take ownership of the task [Chron,2018] They are also more likely to provide opportunities in line with development in the form of training and motivational methods.
Evaluate
Employee participation and employee involvement differ from each other in the sense that employee participation refers to the business goals the employees are involved in. 
Whereas involvement refers to the level of influence that staff members have in decision-making and ownership of tasks [Jiang et al, 2018]. 
Both methods can improve the commitment to achieving a common objective and improve relationships between Management and employees because they create a culture of trust, communication, and commitment. When staff members are involved with decisions, they tend to support them [Kaufman et al., 2020]
Both Unitarians and pluralism can support employee relations through their different approaches.
Leaders who adopt the Unitarian approach to Management are more likely to collaborate around the achievement of the goals and work together to get the result so both parties’ benefit [CIPD,2016].
According to [ Odogwu, 2019] Pluralism approach differs in the form of employees having different interests from the management team which can result in conflict between their values and objectives. When conflict does arise their approach to employee voice will mainly be done through Unions or collective bargaining for solutions [Gavrilov, 2021].



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

Employee voice tools when done effectively develop trust between employees and the employer. In time this will also lead to an increase in productivity and overall organisational improvement [CIPD,2022]. Offering effective tools to express their voice results in staff members feeling valued and will receive greater job satisfaction and self-development and an inclusive working environment. 

Employee voice can be done through using the following tools, surveys such as, Employee Pulse surveys can be used to gather insights that businesses can use to improve employee engagement and discussions about the employee experience. 
They are a great starting point for Go Quest to gauge interest, understand an employee's opinion, gather feedback, and more. There are drawbacks to utilising surveys, trends can develop quickly if undetected, and the time the survey is taken and analysed and rectified issues where needed. 
Completing 1-2-1 with employees offers a great platform to raise concerns from either party and open a two-way communication on their personal development with feedback on their performance with agreed measurable goals. Having regular 1-2-1 and following through on any agreed tasks will help build employee engagement and a positive rapport between staff and management. Failure to carry out effective and regular sessions can leave the individual and team becoming demotivated [Evans, 2020].
Effective team meetings within businesses provide ample opportunity for employees to discuss what they’re working on and discuss any concerns they may have. Holding team meetings can be an advantage, as it encourages employees to provide feedback about their current environment, which can improve motivation and engagement levels, increasing productivity and performance when management can rectify the issue [Ruck et, 2017]. To be successful and create open communication between employees and employers, Go Quest will need to ensure these meetings happen to support open communication [Evans,2020]. Employee approaches can vary between direct and indirect employee voice. Direct voice enables the employees the opportunity to express their views directly to their manager without any representation or mediation present whereas indirect would be expressed by their representatives selected by a wider group of employees [Evans, 2020].



AC 1.4-Critically evaluate the interrelationships between employee voice and organisational performance. 

There is a close link between Employee voice and organisational performance, according to [CIPD,2019] Businesses which implement employee voice strategies, and give employees the opportunity to provide feedback and involvement have been identified as one of the biggest drivers for employee engagement and satisfaction.
Businesses with high levels of engagement with their employers are more productive and successful, this is mainly because they feel more valued and included in business decisions making which will have an impact on their day-to-day work.  Engaged staff members will also be more motivated and committed to producing a better standard of work. 
[Detert et al, 2021] believe, once business invests in their staff welfare and how they deal with their concerns, their performance increases which help the business strive towards their goals as revenue and sales increase.  
Listening to and actioning any grievance when they arise in a timely manner is not only beneficial to the individual, but the business will also retain staff keeping the knowledge and skills within. Businesses that actively listen to their employees are 12 times more likely to keep their staff [Brodrick,2022], reducing the turnover and training costs associated with new candidates [Bai et al, 2019]. 





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

Better working lives refers to a healthy balance between an individual’s professional and personal life. A growing number of businesses are counting on their staff to live more balanced lives, as balanced workers are more productive and driven and produce better quality work [ Kelleher et al, 2019].  
[Taylor, 2018] believes work should be fair and decent for employees and opportunities to develop employees are realistic and achievable.

Good work “better work and working lives by improving practices in people and organisation development for the benefit of individuals” [Good work index, 2022].

There are 7 dimensions supported by the CIPD Good Work framework, 
· Pay and benefits.
· Employment contracts
· Work-life balance
· Job design and the nature of work
· Relationships at work
· Employee voice
· Health and wellbeing.

To encourage good work within Go Quest they must provide their employees with competitive pay in line with their role and staff benefits such as staff discounts, internal and external schemes such as reward schemes, gym memberships, and cycle-to-work schemes. Terms of the employment contract will have a contribution towards good work detailing their holiday entitlement and working hours and terms of their role and job description to ensure each employee is fully aware of their entitlement and what is required from them [Taylor, 2018].

Workforce balance has become more prominent within businesses where HR and line Managers are encouraging and supporting the delivery of Go Quest flexibility policy to ensure employees are aware of their Work and Families Act 2006 [Armstrong, 2023]. 
Promoting any support group or schemes related to well-being and work-life balance such as stress management and workloads can not only offer them support but motivate the employees by creating a positive company culture and a sense of belonging. Examples of these can be free access to external support networks such as the Employee Assistant program,  To determine if Go Quest is achieving good work it’s important to gain feedback from the staff through employee such as staff surveys and to involve the Health and Safety department who can carry out audits on their policies to see if they are being implemented and gage the view of their employees about their role in general [Taylor, 2018].


 AC 2.1- Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. 
Unsolved disagreements between employers and employees can lead to conflict. If left, conflict in most cases can result in strikes, go-slow, and negative employee behaviours which cause distractions in the business’s operation. With employees with different options, beliefs, backgrounds, and interests interacting within the workplace conflict at times is inevitable when employees who don’t get along are forced to work together for some time [ Peters, 2022]. Businesses that fail to acknowledge conflict or act on it can be at risk of losing staff to resignation. According to [ACAS,2021] in 2019, it was estimated an average of 485,800 employees resign each year because of the conflict with the cost of recruiting replacements amounting to £2.6 billion each year. Despite this conflict can have a positive impact on a business by promoting employees to think differently about their issues to improve the workplace and workflow practices as each side acknowledges their differences and tries to see things from the perspective of the other, managing and encouraging conflict in this manner can lead to trust, efficiency, emotional intelligence, and alignment to help promote the positive working environment and culture [ Verdi, 2023].
Formal conflict entails clashes between a business and the staff regarding organisational policies and procedures and may lead to a claim within the employment tribunal.
while informal conflict entails interpersonal clashes within the business such as disagreements 
Misbehaviour differs from conflict, as misbehaviour will be a planned activity in the form of a breach against the business, these acts include, theft, harassment, damage of property, and sabotage. This type of action has a significant impact on the workplace environment, morale, and productivity overall [CIPD, 2019]
Businesses need to have clear policies and procedures in place to address misbehaviour in the workplace (Thomas et al. 2019). This may include formal procedures for reporting and investigating incidents of misbehaviour and educating staff on what constitutes misbehaviour and how to report it through company inductions and toolbox talks as a form of ongoing training [Verdi, 2023]




AC 2.2- Distinguish between official and unofficial employee action.
Conflict can arise in any business and can be the result of many issues such as grievances from needing improved working conditions, and bargaining rights that have not been fulfilled, this is vital for Managers not to promise what they cannot deliver to their employees. when staff issues arise, and they cannot be resolved peacefully or compromise on issues then it’s possible this can lead to action from both sides, whether it being official or unofficial action [Harcourt, 2023].
An official industrial action is when the employees are members of a trade union, and the action is authorised by the union. An employee who is not a trade union member can take part in an official industrial action that has been authorised. Under official actions, trade unions intervene on behalf of their members to negotiate and reach a settlement [Harcourt, 2023].
An unofficial industrial action is when the action has not been authorised by the union. [ACAS, 2023]. During unofficial action, employees may opt for go-slows if their issues are not addressed.  Employee actions, both official and unofficial, harm workplace performance. As a result, management must respond quickly to workplace issues and disputes before they escalate to the point of resulting in employee actions, those taking unofficial action are not protected against the unions and are at risk of being potentially dismissed [Harcourt, 2023].

AC 2.3 -Assess emerging trends in the types of conflict and industrial sanctions. 
Over the years we have seen a shift from long-term strikes to shorter strategically planned strikes when working people are fighting for better pay and conditions, normally planned by the trade Unions [OSN, 2023]. Being planned enables better negotiations between the Union and the managers to come to a solution however, it can be used against them when employers want to offer fewer benefits [Toppine, 2011]. The increase in industrial action has become more common over recent years with shorter strikes such as lunchtime demonstrations is being used to communicate their views [Scott, 2018].
According to [Bond, 2022] United Kingdome had seen the highest number of working days lost in the past 12 months than what has been over the past three decades with over 2.5 million working days lost due to industrial action between the health care, transport, and education sectors leading most of the action. This remains low compared to the previous, with the period of significant industrial action in November 2011 leading to more than twice as many (997,000) days being lost to action compared to 4129,000 days lost to strike action during 1989 by rail workers and coal miners [ Yadav, 2021]. There has been an increasing amount of individualisation of workplace conflict over the years approaching conflict issues directly with an individual rather than a group. 
AC 2.4- Distinguish between third-party conciliation, mediation, and arbitration. 
Third-party conciliation is a means of last resort for businesses in settling the two parties when they fail to agree on a grievance or negation process. 
Third-party conciliation is a process of recording disagreements often by an ACAS conciliation officer who will work with the employer and the trade union representative to agree without providing any recommendations on what the agreement should be [Armstrong, 2023]. Conciliation is often used to settle claims without the need to proceed to employment tribunal claims with a 3-month minus a day timeframe from when the issue at the workplace took place, if an agreement has been made, all details will be documented within a COT3 [ACAS, 2021].

Mediation can offer a faster and more flexible approach to resolving workplace disputes than a formal grievance process or employment tribunal hearing and a cheaper and faster way of resolving an issue. Mediation, similar, to conciliation and arbitration will be taken by a third-party representative, such as ACAS to support the employer and the Union in making recommendations if they choose to accept to resolve the dispute in hand [ACAS, 2021].
In arbitration, unlike conciliation, the arbitrator will provide recommendations on the terms of the statement once they have reviewed and discussed the negotiations. Following this process means both parties lose control over the settlement [Armstrong, 2023]. Similarly, to conciliations, the arbitrator will be impartial, and the role will be taken by someone from ACAS or industrial relations. 



 AC 3.1 -Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. 
There are five fair reasons possible for employee dismissal under the 1996 Employment Rights Act:
· Capability
· Conduct
· Redundancy
· a legal basis
· any other substantial reason [Armstrong, 2023].  
Unfair reasons for dismissal can include. 
· pregnancy, including all reasons relating to maternity.
· family, including parental leave, paternity leave (birth and adoption), adoption leave, or time off for dependants.
· acting as an employee representative
· acting as a trade union representative
· acting as an occupational pension scheme trustee
· joining or not joining a trade union
· being a part-time or fixed-term employee
· pay and working hours, including the Working Time Regulations, annual leave, and the National Minimum Wage
· reporting certain types of wrongdoing [Gov, 2021]
Capability issues refer to if an employee can carry out their role due to ill health or disability and is out of their control and should refer to either the business’s Capability procedure or Performance procedure [ACAS,2015]. Misconduct is unacceptable or improper behaviour where employee timekeeping or attendance becomes an issue and impacts the operation [ ACAS,2015]
Whilst there may be cause for disciplinary action with employees or capability issues, Go Quest must provide fair treatment within the process and follow ACAS’s Code of Practice [ACAS, 2015]. Failing to comply with these guidelines could result in employees seeking a claim for wrongful dismissal despite the reason being worthy of the decision [ACAS, 2015]. Such processes need to be dealt with promptly and avoid any unreasonable delay in scheduled meetings [ACAS,2015]. As part of their statutory rights, employees facing a capability, misconduct or Gross misconduct meeting have the right to be accompanied by a Union representative or co-worker in any meetings which will be recorded and any decision made as an outcome will be sent in writing to the employee and they will be allowed to appeal the decision if they wish [Armstrong, 2023]. 

AC 3.2- Analyse key causes of employee grievances. 	
A grievance is raised by an employee when they have a complaint, concern, or problem during their employment which can be raised on an individual basis or collectively as a group [CIPD,2021]. If these complaints or concerns are not addressed promptly or the employee feels they are not being listened to or is taking too long to resolve the matter it can lead to a grievance [Baillien et al.,2018]. Businesses such as Go Quest will need to ensure they have an adequate policy in place to support their staff if a situation arises by providing them with a point of contact and a reasonable timescale to resolve the issue to resolve it internally to avoid a costly tribunal case [Rradar, 2013]. There are a variety of situations that can lead to a grievance, such as working conditions, bullying and harassment, and poor management. 
Working conditions – Every employee has the right to a safe and comfortable working environment Businesses that fail to have a positive working environment can hurt their staff’s well-being and productivity [Joyce, 2022]. Ensuring there are adequate Risk assessments are in place and regularly reviewed will minimise this aspect.  
According to the CIPD report, [conflict in the modern workplace 2020] in the past 3 years 53% of the employees surveyed had experienced bullying or harassment in the workplace but only 44% of these reported the matter to their employer.  Go Quest’s Management team can avoid grievances by ensuring any matters are dealt with promptly, providing the employees with an opportunity such as 1-2-1 to discuss any issues informally can prevent situations from escalating to a formal grievance, whilst maintaining clear and open lines of communication [Radar, 2023].
Estimating the costs of workplace conflict | Acas- look @ for stats 

AC 3.3- Explain the skills required for effective grievance and discipline-handling procedures. 
During a grievance and disciplinary matter Go Quest managers will need to be able to demonstrate certain skills to resolve the issue where possible, these include actively listening to their employees and asking appropriate open-ended questions, to gain a full understanding of the grievance raised and what could be done to resolve the matter. They need to discover the facts in full so investigations can be done if necessary and they should be able to remain impartial though out and keep an open mind, if they are unable to remain impartial, they should recognise this and ask for another manager to take replace them. 
Confidentiality is key during any of these procedures and any employees involved should be advised not to discuss the matter with others and only include people who need to be involved in the matter and deal with it on a need-to-know basis [Radar, 2021]. Demonstrating empathy with the employees but understanding that there is a professional line that must not be crossed is also a skill Managers will need to display and show an element of support whilst remembering the company’s needs in perspective of the employee’s grievance. They should be able to keep calm and focus on the issue at hand whilst not letting conversations get out of control or too heated. 
Mediation is a method that can be used, this process will ideally be used before any issues are escalated to a grievance or disciplinary action. An independent third party who supports the process to try and come to an agreement between the parties who have a dispute, and bringing in a mediator will minimise any bias towards the issue [CIPD, 2021].


AC 3.4- Advise on the importance of handling grievances effectively.
Grievances can arise at any time when an employee believes they have a complaint, problem, or concern it’s vital that during their induction and ongoing refreshing policy, they are advised of the methods they can raise their concerns before the grievance formally being.
 The way the grievances are dealt with by Go Quest Management will determine the difference between the issues being escalated as an employment tribunal case [CIPD, 2021]. According to a recent report, the number of grievances escalated to the tribunal was over 374,000 employees with a cost of £356 million. 
Go Quest must ensure they have a grievance policy in place to deal with them effectively and proceed with the correct approach to address the issues causing employee frustrations [Armstrong, 2023]. Dealing with the complaint should be done promptly to avoid further frustrations for the employee. Dealing with complaints early will protect the company’s reputation.
 If they fail to achieve this, the implication can lead to poor morale and an increase in absence levels which can further escalate to resignation and a poor perception of the business. According to the [ACAS,2021], it was reported over 485,000 employees resigned from their roles as a result of conflict and which leads to recruitment costs for the business, overall, in the UK the cost of recruiting employees reached £2.64 billion a year [ACAS,2021].
Such issues can be avoided by ensuring that Go Quest Managers have received sufficient training and following the ACAS Code of Practice to ensure the process is fair and supportive of the employee and their issue. 




AC 4.1 Explain the main provisions of collective employment law. 
Collective Employment Law details regulations on how employers should treat their employees through regulations within Employment Law and The Employment Rights Act 1996, which defines who an employee is in the UK as; “a person who works under a contract of service or apprenticeship” [Daniels,2019]. Employees also have the right to take industrial action, collective bargaining, and the right not to be discriminant against one of their protected characteristics [Pugh,2020].
It details aspects such as the right to be represented by a trade union, employers who fail to recognise a trade union when they have a minimum of 21 employees can begin the statutory recognition procedure [Espher, 2022]. This enables the process of collective bargaining to begin regarding issues around their contract of employment such as pay, including the frequency and when they will be paid, working hours, holiday, and holiday pay, including the amount of sick leave and pay, and any other paid leave and disciplinary matters and grievances [Daniels, 2018]. During collective bargaining, employers are required to disclose information to the union for collective bargaining, failing to comply the union can raise further complaints, and ensuring the relevant information is disclosed will support an effective collective bargaining process  [ Gov,2022].
Any decisions made by trade unions on behalf of the employees during collective bargaining are legally binding and reflect the choices made by the members. Employers are required to adhere to the agreement terms, if the business breaches any of these agreements the trade unions can bring legal action against them for compensation.
AC 4.2- Compare the types of employee bodies, union and non-union forms of employee representation.
Employee representation is available to employees in union and non-union forms both offer representation between the two sides to provide their employees with a forum where they can raise any concerns, share ideas and give feedback to the business which could potentially affect them directly such as pay, hours and contractual terms [ Williams, et al, 2011]. 
Businesses that adopt employee forums can take advantage of these by creating a secure platform for their employers to raise these concerns in this manner. 

Non-Union forms of employee representation include an employee representative, worker representative and supervisory boards are used to gather representatives from different areas of the business to discuss issues before making recommendations on current policies [William, 2011]
There are many differences between Union and non-unionised employee representation. Union forms tend to get involved when the issues are larger and require more of a legal approach compared to non-union forms which deal with smaller issues. Employees who are represented under a union will have better conditions compared to those who are with a non-union as the unions have greater power when it comes to collective bargaining for issues such as pay, working conditions and contractual agreements [Yadav, 2021] union employees also end to have better job security whilst non-union employees have a greater level of flexibility with their working arrangements.  


AC 4.3- Evaluate the purpose of collective bargaining and how it works. 
Collective bargaining is a process in which trade unions negotiate with employers, on behalf of their members.
Collective bargaining is only possible when an employer recognises a trade union and decides on the scope of negotiations between them. [TUCU,2022]
Negotiations can be made to discuss workplace issues and request better wages, benefits or workplace conditions and provide better employee training and support, better compensation and benefits and solutions to day-to-day work issues [Williams Et al, 2011]. These negations are the most effective method of resolving issues between employers and their employees in a peaceful manner enabling increased productivity and industrial peace and enhancing the relationships between both parties [UNISON, 2022]. Both sides must be open to new ideas and accept changes that were needed to agree, if no agreement can be made this could lead to industrial action. If the union has not authorised the action, the employees are not protected by the union if the dismissal was an outcome of an unofficial action [CIPD, 2023]. 
Industrial action can be a way of achieving bargaining aims by the two sides. Employees can decide to strike, where they refuse to work for their employer or they act such as working to rule, go slow, overtime bans. The employer can action a form of strike, through a lockout by stopping their employers from working until a compromising agreement has been made [Nidirect, 2019].
