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Section 1 – 1621 words
Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1) 
Employee voice is defined as ‘the ways and means employees attempt to have a say, formally/informally, collectively/individually’ (Tayler, S & Woodhams, C 2022) The CIPD website advises having a voice at work can make a fundamental difference to people's working lives and can help build relationships between employers and their workforce. It is believed giving employees a voice can directly improve engagement in the workplace and is a fundamental human right (Clarke, N 2017).
Tayler, S & Woodhams, C (2022) write employee voice was traditionally associated with having a collective voice through a trade union, believing that this would have more impact. Though membership of trade unions has more than halved from 53 per cent in 1980 to 23 per cent in 2021. (Resolution foundation website, 7th July 2022). It is in the best interest of GoQuest to encourage employee voice, bearing in mind technological advances which mean this can be more direct and instantaneous. The concern here is the feedback may be diluted the more you receive. Quality feedback over quantity is the ideal, however quantitive data can be analysed to produce trends and shape business decisions.
Direct methods of voice are the most common, including one-to-one meetings, team meetings and employee surveys. There are differences between employment sectors in the channels available to workers, with employee surveys and trade union representation less common in the private sector than it is in public sectors (CIPD, UK working lives summary 2019). With the above in mind, there is more recognition that employee voice matters and listening adds value. With the reduction in trade union presence, employers are now using employee voice as a culture tool.  Not only is this cheaper than bringing in a consultant to analyse the business it empowers the workers that their views are being listened too (Clarke, N 2017) 
Social media is also a factor here, there is also a concern though that this method of employee voice isn’t owned or controlled by employers. Although Holland et all (2016) claim that social media is increasingly seen by forward-thinking organisations as a key aspect of voice emerging in the 21st century workplace (Tayler, S & Woodhams, C 2022).
Differentiate between employee involvement and employee participation and how it builds relationships. (AC 1.2) 
Employee involvement describes a situation where management practices directly with employees in order to gain ideas and co-operation. E.g. management briefings, email communications and newsletters. (Tayler, S & Woodhams, C 2022) 
This differs from employee participation in which employees participate in organisation decisions through appointment representatives rather than directly with management e.g. Employee consultative group forums who raise matters by consulting with employees on workplace and employment matters. For best results, it is best to use a skilled facilitator in order to ensure meetings are productive.
Both approaches build relationships between employees and their employers as they naturally lead to increased communication between parties, which is in GoQuest’s best interest. 'There’s no team without trust' and creating a culture of trust within your own team will yield higher levels of engagement, increased motivation, better performance and more learning and development opportunities – all types of behaviours that lead to market breakthrough (Olsen, J 2021).
Assess three employee voice tools and two approaches that might be used to drive employee engagement. (AC 1.3) 
The use of technological advancements by use of surveys and online feedback forms have improved direct voice communication with employees, using programmes to analyse and produce results with ease. As above, there is potential this may produce quantative rather than qualitative data however, due to the speed of which they can be implemented, they can be used more frequently and can be less challenging than a collective voice tool with no interpersonal contact and can still add value. GoQuest should consider survey fatigue as a concern here.
In-person meetings such as 121’s and appraisals are great sources of direct interaction, although psychological safe participation is key to collecting valuable feedback and so GoQuest should consider how they facilitate this. A judgement-free review gives all team members the space to honestly appraise their performance without feeling a need to defend themselves and is highly valuable in identifying areas for improvement (Olsen, J 2021).
Employment Consultative Group (ECG) meetings is a collective voice tool implemented by my previous employer, Admiral Group PLC, involving quarterly meetings with agenda points collected from representatives around the business. This promotes a culture of continuous listening and has a great buy-in from employees.  To really impact engagement, it is best to follow up in a ‘you said, we did’ manner exampled in the University of Exeter colleague health and wellbeing survey (2020). This helps solidify the notion that the company is keen on utilising the employee voice and it is a valuable exercise for employees to participate in. 
Fox, A (1966) advises principles of unitarism and pluralism that relate to employee engagement. It is proposed a unitarist team pull together behind the authority of the manager to pursue the organisation’s goals, charactersed by harmony, co-operation and team ethic. Fox, A (1966) further states to be healthy, an organisation must be unified around one central source of authority. In contrast, a pluralist team is defined as containing many related but separate interests and objectives which must be maintained in some kind of equilibrium (Fox,A 1966).  This can result in tension and conflict. Although not always meant to be a negative, Fox, A (1966) believes conflict is inherent in the very structure of industrial organiation. A pluralist approach would praise employee diversity as an important factor in innovation directly benefiting organisational performance as we will cover next.
Critically evaluate the interrelationships between employee voice and organisational performance. (AC 1.4) 
Giving employees a voice can aid organisational performance and the two should be considered by any company wishing to have a harmonious workforce and would be an asset to GoQuest.
The term 'psychological contract' refers to individuals’ expectations, beliefs, ambitions and obligations, as perceived by the employer and the worker (CIPD 2022) and has grown in popularity since the mid 1990’s (Tayler, S & Woodhams, C 2022). It’s a vital reason for employers to consider the emotional investment employees have in their roles, known as a psychological contract. And ACAS website (2020) advises respect, compassion, fairness and trust are key to achieving this.
Increased engagement can also lead to an increase in performance through discretionary effort given my employees. “Discretionary effort is the level of effort people could give if they wanted to, but above and beyond the minimum required” (Olsen, J 2021). To back this up further, being in tune with your employees can help early identification of friction. ‘Quiet quitting’ is a term that became more widely used during the COVID-19 pandemic, it involves employees emotionally checking out and completing minimum job requirements and not going above and beyond. The BBC website (2022) notes this isn’t a new concept and states discontented workers find ways of disengaging from their jobs whilst still collecting a pay cheque. A workforce who goes above and beyond are naturally going to perform better and attend work more reliably than one who do the bare minimum and should be a driver for GoQuest.
Research in this area has been progressing over time, finding employee engagement and productivity are directly linked, Baldoni, J (2013) advised there can be as much as 22% increase in productivity when engagement is high, in analysis done with over 1.4 million employees. CIPD (27th January 2021) also reference allowing employees to suggest improvements is a way to improve effectiveness and performance of an organisation. Fox, A (1966) states when a person is loyal to an organization or its goals, they willingly do what is expected of them and does not do things which are detrimental to the organisation. There is thoughts that if you listen to the people who work for you, they will tell you the reality of what is happening on the ground, therefore avoiding reputational risk which can be a killer of an organisation (Clarke, N 2017).
Explain the concept of better working lives and how this can be designed. (AC 1.5)
Better working lives is a concept derived from the CIPD’s UK Working Lives survey, done annually since 2018. Essentially this guides how organisations ensure employees can achieve better job quality, protect their wellbeing and achieve a better work life balance. This can be done with company benefit provisions e.g. wellbeing tools, flexibility and encouraging employees' voice. 
The CIPD describes good work as; fairly rewarded, job security, career progression, supportive environments, good working relationships, a supportive environment, good work/life balance, physically and mentally healthy, having voice and choice of working lives and most importantly should be accessible to all (CIPD, UK working lives summary 2019). The report notes flexible working is a common solution to help people achieve a productive work/life balance and notes that in 2019 54% of employees worked flexibly either formally or informally, with childcare responsibilities being the main reason.
Pay and remuneration is just as important with just under half of workers considering themselves to be paid appropriately, considering their responsibilities and achievements. Those who are happier with their pay are also happier with their job overall (CIPD, UK working lives summary 2019).
The above can lead to consistent positives with how satisfied workers are with their jobs, how enthusiastic they feel, how much effort they put in and how likely they are to stay with their current employer (CIPD, UK working lives summary 2019). Retention of staff is more cost-effective than the cost of onboarding new starters.
Overall achieving work–life balance is a central focus of many workers, not only those in higher-grade occupations. The experience of COVID-19 has given energy to the need for organisational change with hybrid working becoming an ingrained working practice of some businesses. An adequate range of well-supported flexible working arrangements is also an important ingredient for gender and age equality in the workplace (CIPD, UK working lives summary 2019) and should be a focus of GoQuest.
Section 2 – 2637
Distinguish between organisational conflict and misbehaviour, and between informal and formal conflict. (AC 2.1) 
Organisational conflict is misunderstandings/disagreements between employers and employees and can result in industrial action which we will cover in AC 1.2. A pluralist approach would argue conflict can lead to innovation which can be essential to a business flourishing. However, the CIPD website comments that negative conflict between individuals or groups can severely hamper an organisation’s drive for competitive advantage and damage employee wellbeing (CIPD 2013)
Misbehaviour is misconduct in the form of an employee’s individual behaviour and actions such as sabotage, fraud and absenteeism and should be managed under GoQuest’s employment policies and procedures, devised from the ACAS Code of Practice. 
Formal conflicts can include debates through arranged meetings e.g. ECG meetings, whereas informal conflict is more spontaneous in terms of disagreements and arguments and is often misconduct.

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

Official employee action is supported by Trade Unions and falls in line with statutory legislation to ensure this is lawful and there are no consequences for employees who take part. The Trade Union Act (2016) is government legislation that outlines the process that should be taken to ensure industrial action is official and therefore lawful, including balloting, picketing and facility time, which is the time taken by representative to do their union activities.
Unofficial employee action is any other action that isn’t covered by the above statutory legislation and therefore becomes unlawful.
Go Quest should learn from the recent uptake in strike action in the UK, the cost-of-living crisis that began at the end of 2022 have meant that both public and private sector workers have turned to strike action for better working lives as described in AC 1.5. In October 2022, the price of food and commodities rose faster than it has in the past 40 years (Strike – inside the unions 2023).
Assess emerging trends in the types of conflict and industrial sanctions. (AC 2.3) 
2023 has seen Amazon as a private sector business liaising with a union, GMB, to improve working conditions and pay in line with the profit the company is making . Amazon as a company don’t affiliate with Trade unions like Go Quest do, as they feel they place value and emphasis on engaging with employees directly through feedback and suggestions as the most effective way to respond to conflict (Strike – inside the unions 2023). However, an independent adjudicator has been appointed to help move the situation forward.
The minimum service bill has been a government response to recent NHS strike action, enforcing statutory legislation in order to control the situation, this places emphasis on basic levels of service to be provided to the public whilst strike action takes place and they can fine or sue those who don’t adhere. This is in response to the UK losing 222’000 days to industrial action in January 2023 alone (Strike – inside the unions 2023).
Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4)
Conciliation is where a 3rd party , usually ACAS, will act as a messenger to help seek an agreement or outcome without advising or recommending actions, they liaise with both parties carrying information between them and keep both parties working to resolve. Mediation and Arbitration can go on to offer recommendations, however mediation is preferred due to being more informal, quicker and more cost effective. 
Mediation is especially effective when used at the initial phase of any disagreement, before conflict escalates in the workplace. Early intervention from an impartial 3rd party source can prevent both sides from becoming difficult. It has been shown to reduce levels of grievances and, where these would have led to a tribunal, it provides a far cheaper response than the employment tribunal process (CIPD website 2013). 
Arbitration differs with its outcome should be seen as a last resort. Rather than the 3rd party being present as a mediator, in this method the 3rd party becomes the decision maker and makes recommendations that are usually legally binding and can be counter-productive to what each party set to achieve. This can enforce an outcome less desirable to either party and should be avoided by GoQuest if possible.
Explain the principles of legislation relating to unfair dismissal in respect of capability and misconduct issues. (AC 3.1) 
It is my recommendation that GoQuest follow the ACAS Code of Practice: Disciplinary and Grievance procedure when it comes to managing capability and misconduct issues, to protect the company against any unfair dismissal claims through Employment Tribunal. 
There are 3 stages we should follow here;
1. We, as the employer, must set out grounds on which we are considering disciplinary action in writing, inviting the employee to discuss the allegations and including any relevant documentation.
2. We must then hold a formal meeting to discuss all allegations, this should be done at a mutually convenient time and location and the employee should be told of the outcome or sanction at the end of the meeting.
3. If a sanction is to be applied, the employee has the right to appeal, ideally held by an independent manager of a higher seniority than that of the disciplining manager.
When following the ACAS Code of Practise, we should consider the fundamental principles they outline. We must act within the realms of what is fair and what is reasonable, we should act promptly on all issues as they arise and there should be no unreasonable delays.  GoQuest should consider consistency against all other cases of this nature and should investigate fully to establish facts. No decision should be made on an outcome/sanction without allowing an employee to respond (Daniels, K 2022). The ACAS Code of Practise outlines that the employer should take notes of the meeting being held, though not verbatim should be an accurate representation of the meeting in case needed for review post meeting.
Sections 10-15 of the Employment Relations Act 1999 give workers the right to be accompanied by a fellow worker or trade union representative to any formal disciplinary or grievance hearing, though there is no statutory right to be accompanied if the hearings are informal (Daniels, K 2022). GoQuest should consider whether it aids employee relations to allow a companion to informal processes and ensure they have a robust appeals process in which in the event of dismissal an employee can appeal against the decision made in the disciplinary. During an appeal, the sanction cannot be increased, only confirmed, reduced or removed (Daniels, K 2022).
Not all disciplinaries will or should result in dismissal, the aim of the process is to correct employees' behaviour in terms of misconduct or improve their performance in relation to their capability and to avoid dismissal where possible. Whilst not a legal requirement, we must again consider what the ACAS Code of Practice advises; a formal written warning on record for 6 months or a final written warning on record for 12 months. I previously worked at Admiral Group PLC who introduced an extra layer to this with a formal verbal warning meaning it was a 3-stage process before dismissal. They also had all warnings on file for a 12-month period to track for relevant improvements, we must not do less than what is set out in the ACAS Code (Daniels, K 2022).
Analyse key causes of employee grievances. (AC 3.2) 
GoQuest needs to be aware that there is a more individual type of conflict than those discussed above. An employee grievance often occurs when employee relations breakdown and are prevalent across all sectors of employment. An average of 374’760 formal grievances are raised each year (Tayler, S & Woodhams, C 2022).
An employee grievance can occur due to the following although the below list is not exhaustive;
· Pay and remuneration
· Working hours and lack of flexibility
· Poor employee benefits
· Working conditions and workload
· Unfair rules and poor management 
· Bullying and harassment
Employee grievances remain an enduring and expensive feature of the employment relationship. ACAS (2021) ￼estimates that conflict costs the UK economy £28.5 billion a year (Tayler, S & Woodhams, C 2022).
It is important that we draw on comments made in section AC 1.1 around employee voice and engineering open communication between our company and the employees in order to hope employees raise formal grievances and allow us an opportunity to address the concerns ahead of bringing a claim through Employment Tribunal, although there is no requirement for an employee to do so. (Daniels, K 2022).
Explain the skills required for effective grievance and discipline-handling procedures. (AC 3.3) 
Much like the disciplinary process, ACAS Code of Practice outlines 3 stages that should be considered when managing an employee grievance;
1. The employee should write to the employee stating the nature of the appeal
2. The employer should arrange a meeting with the employee to discuss the appeal, again at a mutually convenient time and place and the employer should advise that action is to be taken in response
3. The employee has the right to appeal against the response to the grievance heard by a more senior manager. 
As mentioned in AC 3.1, a meeting should take place between the employee and employer to discuss the grievance points. The ACAS code of practice advises employees should be allowed to explain their grievance and how they think it should be resolved. Strong communication skills of management are vital, along with tact, sensitivity and diplomacy. This meeting should be held without unreasonable delay after an issue is received, there needs to be adequate time allocated by hearing managers to deal with the process so resource should be considered amongst this level of management where possible. There should be a prioritisation of the issue and GoQuest should make allowances for this. Previous places I have worked have built dealing with these issues this into management job descriptions to ensure proactiveness.
Once allocated, the next focus should be on the competency of the manager investigating the issue. I recommend Go Quest spend time surveying the experience of managers in this area and assess training needs ahead of a grievance/ investigation being received to have skilled managers to deal effectively and prevent any errors here. Managers must understand the legal framework laid out in the ACAS Code of Practice and the implications of not following this. Investing time here can prevent these issues escalating to Employment Tribunals which can be costly in terms of compensation and associated legal fees.
Where possible, a manager independent to the employee raising the concern should take control of the investigation in order to ensure impartiality and no bias in decision making. Smaller businesses may struggle with this however the presence of an HR professional will help ensure the process is fair in these circumstances. We should not use opinion, only fact when assessing cases and train managers in asking open questions to collect a wealth of information. Questioning skills can be vital to the success of information gathering. Once again, as in AC 3.1, the meeting should be recorded in note taking.

Advise on the importance of handling grievances effectively. (AC 3.4)
We will explore the above escalation point here in terms of compensation as a result of legal claims and cost implications to GoQuest of not handling grievances effectively. Compensation is one way Employment Tribunals look to remedy issues so preventing issues escalating comes with financial incentive. Compensation is made up of two parts according to Section 118 of the Employment Rights Act 1996, the basic award and the compensatory award and there are caps to both.
We must also consider the effect grievances have on morale and employee relations; we need to ensure we deal with these effectively to prevent this having a wide impact. People who are aggrieved are less likely to perform or ‘go the extra mile’ and can damage the psychological contract as mentioned in AC 1.2 and this can lead to a drop in performance. It can also lead to a spike in absenteeism and attrition.
Reputational damage than can occur from cases escalating to Employment Tribunals and the word-of-mouth element of employees talking about their negative experience to other colleagues potentially causing a loss of confidence in the employer which can be damaging to company success.
Explain the main provisions of collective employment law. (AC 4.1) 
Collective employment law outlines the rules and regulations surrounding industrial action e.g. Trade Union Act (2016) and means there is protection available to those employees who take part e.g. they cannot be dismissed for their participation if represented by a Trade Union and any dismissal because of this would be automatically unfair, having financial consequences for businesses. Strike action that takes place without a Trade Union following legislation is unofficial and therefore unlawful and doesn’t offer the same protection to employees.
To elaborate for GoQuest’s understanding, there is a requirement of balloting before strike action in which at least 50% of those entitled to vote did so and in public services there is an additional requirement that at least 40% of those who were entitled to vote in the ballot answered “Yes” to the question. (Trade Union Act 2016). 
Picketing is also laid out in the Trade Union Act (2016), there is a need for a picketing supervisor who needs to be recognisable and have a letter from the Trade Union to advise that the picketing has been approved.  There are other factors that need to be considered here in that picketing should be peaceful, and not done on private property, recognition that enticing someone to break their contract e.g. stopping a delivery driver leaving the yard in their van. Without following this legislation, picketing can be unlawful and therefore means employees who take part are vulnerable to disciplinary action including dismissal with no right of making a claim of unfair dismissal and employers can sue individuals for loss of profits.
Compare the types of employee bodies, union and non-union forms of employee representation. (AC 4.2)
Although Go Quest recognise trade unions, there are also non-union forms that should be considered for employee representation.
There is a feeling here that the power given to both parties differs when considering union and non-union forms of employee representation, by being represented by a union the employees are covered by the protection of legislation and tend to hold more power as a result as covered in AC 4.1. Those non-union methods mean there is no legal enforceability to ensure employers follow through with what is being negotiated. 
As referenced in AC 1.3, during my time at Admiral Group PLC, we had a big emphasis on employee forums and making sure employees have voluntary representatives that collect and report feedback to employers and I think this would be an excellent concept to bring to Go Quest. 
Evaluate the purpose of collective bargaining and how it works. (AC 4.3)
Flanders (1968) defines collective bargaining as one of the methods a trade union can use to maintain and improve conditions of their members. It is the process of employees through a Trade Union representive working with a company to negotiate terms and conditions of mutual concern with pensions, pay, health and safety and working hours often being included as mandatory bargaining topics. But it can also relate to environmental factors and redundancy. It is designed to give employees a stronger employee voice and can lead to industrial action in order to achieve bargaining aims as outlined in AC 4.1.
To enter such a process, GoQuest would need to consider that preparation is key for collective bargaining; each side needs accurate data and information to establish the facts of what needs to be negotiated. There is no legal enforcement that each party has to reach an outcome, but they do have to negotiate/bargain in good faith.  Bad faith, surface bargaining, would be described as going through the motions without genuinely looking for a resolution, delaying or cancelled bargaining or the company liaising with individuals and not through the trade union. 
There are methods of coming to an agreement in collective bargaining and they are; substantive agreements which include a no strike clause and is where one union will represent all employees. Procedural agreements which set out methods and procedures in the settlement of disputes, whilst they can regulate behaviour and should be followed, they are not legally enforceable. And finally partnership agreements which usually involves both parties collaborating for mutual advantage and is a more co-operative way of improving employee relations. If we relate back to AC 1.3 and to Fox, A (1966) principles of unitarism and pluralism, partnership agreements are a hybrid of both approaches.


