
Section One - 1648 words
1. Review emerging developments to inform approaches to employee voice and engagement. (AC 1.1) 

The term ‘employee engagement’ is used widely in the workplace, but identifying a definition which explains clearly what employer engagement is can be difficult.
CIPD (2021) suggest HR professionals can use “employer engagement as an umbrella term consistently, using it to describe a broad area of people management and referring to more specific constructs” when required. 
Engagement has many dimensions including intellectual, affective, and social engagement, and can be driven in many ways, e.g. leadership, engaging managers, effective employee voice, fair treatment, empowerment, and motivational performance management systems.

Engagement requires a work environment that does not just demand more but promotes information sharing, provides learning opportunities and fosters a balance in people’s lives, thereby creating the basis for sustained energy and personal initiative (Macy et Al, 2009)
Employee voice is the “ability of employees to express their view, opinions, concerns and suggestions and for these to influence decisions at work” (CIPD, 2019) and a “means by which employee’s independent, and often collective, concerns are articulated at work” (Dundon et al, 2017).
Employee voice channels are multiple and varied, and can include surveys, forums, suggestion boxes, and online communication channels.
With new workplace developments such as new technology, digital platforms, flexible and remote working, psychological safety, employee wellbeing and work life balance, it is important Go Quest develop approaches to employee voice and engagement to reflect these changes and support Go Quest’s performance and growth.
CIPD (2019) suggests job satisfaction is positively linked to employee’s participation in decision making, so Go Quest should develop channels of communication which employees can access with ease. e.g. social media, digital platforms and consider how employees can independently engage with managers. With a growing and agile workforce Go Quest should consider how and when their employees share ideas and concerns and utilise the relationship with the recognised trade union to encourage engagement, increase performance and better working lives.


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

Employee voice practices allow employees to express their views and options, allowing employees to be involved in organisational decision making. Employee participation refers to how employees participate through their representative, whereas employee involvement refers to how employees directly engage with organisational decision making.  

Herry & Noom (2008) define employee involvement as those arrangements for employee participation that are designed by managers and instigated by managers, arrangements such as team briefings, quality circles, suggestion schemes and direct communication. This direct voice refers to the degree to which employees or groups of employees directly influence key decisions that affect their day-to-day word (Kim, Macduffie and Pil, 2010). 

The MacLeod Report (2009) clearly identifies that employee engagement improves performance and profitability. The report identifies several case studies which demonstrate a clear link between engagement and organisational performance. “Employee engagement strategies enable people to be the best they can at work, recognising that this can only happen if they feel respected, involved, heard, well led and valued by those they work for and with” (MacLeod & Clarke, 2009).

Go Quest need to consider the four main enablers identified in the report – Leadership, Engaging Managers, Employee Voice, and Integrity, to build relationships and create true employee engagement.

This employee led research identified the most important key deriver in employee engagement as “the extent to which employees believed that their senior management had a sincere interest in their well-being”, followed by whether “employees believed that they had improved their skills and capabilities over the previous year.” The importance of pay and conditions were also noted as influencing job satisfaction and motivation. (MacLeod & Clarke, 2009).

Go Quest leaders should actively engage in finding out more about employee engagement, to identify which channels suit Go Quest needs, by attending events to listen to key speakers, connect with organisations who are achieving high levels of engagement, build a network to share ideas and pool experience and seek coaching from fellow leaders who have achieved good employee engagement in their organisations.



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

Many employee voice tools exist, including employee surveys, suggestion schemes, employee forums, collective bargaining etc.

Employee suggestion schemes encourage employees to submit suggestions on how to make things better. Benefits include increased innovation, creativity, motivation, and improved employee engagement. While ideas generated can increase efficiency, reduce costs, increase customer satisfaction, and improve performance. Potential disadvantages include low morale, if idea is not implemented; scheme could be costly and difficult to manage, and inappropriate or harmful ideas may be put forward.

Employee surveys give a “representative view of experiences across the organisation”.  (CIPD 2023) and can be cheap and easy to administer, while providing quantitative data, however they are limited to the quality of qualitive data they provide. As most employers seek a richer understanding of their employers’ feelings, they are best used alongside a qualitative method, such as one to one meeting.

One-to-one meeting is a planned meeting between managers and employees to share ideas and monitor progress. CIPD Talking About Voice (2008) found it was the most common channel, allowing employees to express views. The report shows leadership style was key to the channel’s success, so it is important that all managers are trained well to enable positive and honest conversations while providing effective feedback and instilling confidence.

Effective management and good leadership are key enablers to driving employee engagement and organisational environment can “significantly impact how safe and confident individuals feel to speak up and share ideas” (CIPD, 2019)

Go Quest leaders should create a supportive, inclusive culture where all team members are encouraged to share ideas. They should seek and value employee feedback, respond to ideas shared and implement new ideas and changes. If not, employee voice will be limited and unmeaningful. Leaders must be prepared to actively listen, even when ideas challenge their leadership styles.

Effective line management is another key driver, the line manager is the heart of the organisational culture and through empowerment, respect, and the promotion of continuous professional development line managers can enable and encourage employees to use their voice to shape the workplace positively. Go Quest leaders should ensure all line managers are full training and confident in supporting the employee voice agenda.



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

The MacLeod Report states through its research they experienced “many examples of companies and organisations where performance and profitability have been transformed by employee engagement and read many studies which show a clear correlation between engagement and performance” (MacLeod & Clarke, 2009)

The report claims the growing wealth of academic research illustrates there is a link between employees’ engagement and positive outcomes, where private sector organisations with higher levels of employee engagement have better financial performance and public sector organisations with high levels of engagement are associated with better outcomes.

Employee engagement has many critics who claim many organisations have high performance without any employer engagement, however supporters ask would these organisations be doing even better if employment engagement was in place? 

As Telefonica O2 state “an organisation that does not enlist its own staff to its ‘fan base’ is not maximising its long-term value.” (MacLeod & Clake, 2009)

Professor John Purcell (2003) suggests “despite the difficulties and weaknesses it is hard to ignore the volume of studies which show, to varying degrees, with varying sophistication, a positive relationship between high performance/involvement work practices and outcome measures.”

However, with so many variables at play, such as variations in methods, difficulty in measuring performance, impact of other variables, etc, it is difficult to measure the direct impact of employee engagement directly on organisational performance.

The MacLeod report cites a study which identified that certain engagement explained the difference between the worse and best organisations included. This engagement included communication, particularly that of senior managers and their ability to express a clear vision to staff, enabling them to understand their impact; another was having confidence in senior manager and their concern for their employees.

Bryson et al (2013) found that workplaces suffer less conflict and higher levels of productivity when employer voice is present, while others have noted the significance of voice to high performance work practices (Torrington et al, 2020).
Go Quest should consider, even if increased performance cannot be proven, benefits such as employees feeling valued, trusted, and influential will impact on job satisfaction and performance. The MacLeod Review suggests employee engagement is both “a positive outcome in its own right and as something that contributes to other desirable outcomes” (CIPD, 2021).


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

The CIPD believes that “good work is fundamental to individual wellbeing, supports a strong, fair society, and creates motivated workers, productive organisations and a strong economy” and hence better working lives (CIPD, 2023b).

The CIPD Good Work Index 2023 is an annual benchmark of good work or quality within the UK, exploring aspects of job quality and delivers recommendations for practice and policy makers.

The CIPD describes good work as fairly rewarded, allowing people to make a living while developing skills and careers, which provides a sense of fulfilment. Good work provides a supportive environment with positive relationships and encourages a good work–life balance. Good work promotes physical and mental health and gives employees the voice to shape their work and working conditions and good work should be accessible to all.

The UK Working Lives (UKWL) survey identifies and measures seven dimensions of job quality or good work, these include pay and benefits, contracts, job design and nature of work, work-life balance, relationships at work, voice and representation and health and wellbeing. These aspects should be considered when designing work.

Go Quest leaders should consider the CIPD Good Work Index recommendations. These include employers recognising the importance of financial wellbeing and should position their organisation to be attractive to both new and existing staff. Jobs should be designed to be interesting and meaningful while giving the employee autonomy and the opportunity to make decisions. Managers should build strong relationships with their teams creating an environment of trust, respect, and psychological safety. Mangers should optimise their team skills and provide autonomy for how they work through flexible work arrangements.


Section 2 - 2625

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

Every organisation will experience conflict. Conflict is a difference or disagreement of ideas, sometimes the result of change or a personality clash. (Armstrong2020).  With individuals from different backgrounds, with different views and opinions all working together conflict is unavoidable, but it is not always negative. If handled positively conflict can create new ideas and innovation, but when handled badly it can seriously undermine people’s performance and productivity and takes focus away from delivering on objectives and organisational priorities (CIPD, 2020). 

Misbehaviour, on the other hand is a deliberate act by the employee that “violates organisational and cultural norms, resulting in a system or process being disrupted” (Suff, 2021). These acts could include theft, violence, deception etc.

Informal conflict usually describes minor clashes or disagreements or minor misconduct or unsatisfactory performance. Interventions such as an honest conversation, additional training and coaching can improve the situation. “Helping people to address conflict at an early, informal stage should encourage a deeper understanding of the underlying source of conflict and more likely to foster a problem-solving approach to produce a mutually acceptable outcome for the parties involved” (CIPD, 2020).

Formal conflict refers to more serious matters, or where a formal approach has not worked. This could include grievance from an individual, disciplinary and collective disputes, which involves a group of workers. Examples of typical collective disputes include annual pay reviews, changing work practices, contract terms and conditions, redundancy consultation and trade union recognition (ACAS, 2022).




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

Official employee action is an action taken by employees which is formally supported by a trade union. It is where a trade union has followed all legal rules, and specific legislation set out in the Trade Union and Labour Relations (consolidation) Act 1992 (TULRCA), including balloting members.  Actions can involve strikes, picketing, work to rule and go slow.

During official industrial action, employees are protected by industrial action law (ACAS 2024) It is the trade union’s role to intervene on behalf of their members to negotiate and reach a settlement (Harcourt et al., 2021).

Unofficial employee action however is not protected, employees may act when disputes cannot be resolved without support of a trade union, actions such as work to rule, refusal to work overtime or wildcat strikes, where employees strike without involving their union.
Unofficial employee action also occurs if a trade union acts without following legal rules, for example not holding a ballot. (ACAS, 2024). 

Unofficial actions are not safeguarded as employees are not protected by industrial action law, but they still have their usual employment rights.

Both types of actions are detrimental to the organisation, it is beneficial for Go Quest to be aware of employee dissatisfaction and deliver remedial actions quickly to prevent official or unofficial employee action.

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

Watt (2024) state there are “fewer collective disputes and increased complex individual cases going to employment tribunal” and ACAS has seen a rise in employer referrals compared to a reduction in trade union referrals, illustrating that employers are independently seeking dispute resolution. ACAS helplines report a higher proportion of calls are seeking advice on disciplinary, dismissal and grievance, highest since 2015. 

Workplaces have experienced significant changes over the last few years with advancements in technology, the growth of hybrid working, and the pursuit of a better work life balance which is reflected in the type of conflict experienced. Shields (2024) suggests there are three global trends impacting on conflict at work: a decline in emotional resilience, shifting team dynamics and the impact of the global conflict landscape. Lack of emotional intelligence can inflame disagreements as individuals struggle to stay calm and offer a balanced approach. Hybrid working can make team cohesion difficult and with global leaders struggling to manage conflict on a global stage, individuals’ ideas of how to approach conflict in the workplace may be misplaced. Go Quest should ensure skills such as listening, and empathy are used to diffuse and retore any difficult relationships.

Although the number of collective disputes has declined, between June 2022 and February 2023 the number of strikes occurring in industries such as rail, bus networks, postal workers, civil servants, teaching staff and NHS staff has increased (ONS 2023).  Most have been related to pay and the cost-of-living crisis. Junior doctors in NHS England strike for full pay restoration in 2023. The Strike Act 2024 was introduced to protect essential services for the public, such as health services, while the ability for workers to strike was protected. (Gov UK 2024).

4. Distinguish between third-party conciliation, mediation and arbitration. (AC 2.4) 

Third party conciliation, mediation and arbitration can all be used to resolve disputes.
Mediation is a “voluntary process where a third party provides impartial facilitation with the intention of trying to resolve a disagreement between individuals” (CIPD 2024). Using an independent, impartial trained mediator, sometimes a third party e.g. ACAS but not always, can help all parties identify solutions and make recommendations. The process is voluntary, taking an empathetic, non-judgemental solution focused approach. It is a low cost, quick and simple method to conflict resolution.
Conciliation is usually triggered by the employee, but the employer can also trigger the process. Early conciliation can be triggered if there is a dispute which is likely to progress to an employment tribunal claim. The process begins when the claimant contacts ACAS and has a choice whether they wish to participate in early conciliation or not. If both parties agree, conciliation can begin, and they have six weeks to facilitate an agreement. Conciliation does not provide recommendation but hopes to build bridges and seek agreement (Armstrong, 2020).
Arbitration is the “process of binging in an independent body e.g. ACAS and letting it evaluate the situation and determine a solution” (Daniels, 2022). There is no legal obligation, but a moral obligation to carry out the recommend solution. Arbitration only works if both parties agree to take part and it is usually the last resort in agreeing a settlement amicably.


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

Section 95 of the Employment Rights Act 1996 states “that an employee is to be treated as dismissed if the contract under which he/she is employed is terminated by the employer.” (Daniels 2022). This occurs when the employee has not met the organisations standards of conduct or performance and is the most common form of dismissal. The Act lists five reasons for fair dismissal these include capability or qualification, conduct, redundancy, statutory ban, and some other substantial reason. The ACAS Code of practice sets out key principles which employers should follow including take informal action first, formal action, notify employee in writing, allow employee to be accompanied to the meeting, inform employee of the result and ensure employees are aware of the right to appeal.

However, if capability is related to ill health, the employer must reflect on the nature of the illness and consider the implications of the Equality Act 2010. Employers must ensure all decisions are reasonable, unlike in the case of BS V Dundee City Council (2013) CSIH19 where the tribunal found no reasonable employer would have dismissed, and it was reasonable to wait longer before dismissal. Processes should be in place to support employees and provide reasonable adjustments to help individuals sustain work.

“A dismissal for misconduct is potentially fair but the employer must show that it has acted reasonably in reaching the decision to dismiss” (Daniels, (2022).

In the case of Salford NHS Trust V Roldan (2010) EWCA Civ 522, Roldan was dismissed solely on an accusation. The Court of Appeal held that the dismissal was unfair and unreasonable. 
BHS V Burchell (1978) IRLR 379 EAT also illustrates the need for reasonable belief after an appropriate investigation.


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

A grievance can be a complaint, concern, or problem that employees raise to their employer. It can relate to the working environment, conditions, or conduct (Harrington 2022). A grievance procedure is a “formal way for an employee to raise a problem or complaint to their employer” (ACAS, 2024).

There are many causes of grievance, including conflict, relationships, bullying and harassment, discrimination, interpersonal issues, victimisation, working conditions, pay and benefits, lack of leadership and support etc.

Watts (2024) states “while overall volumes of individuals disputes remain consistent, we have seen an increase of the most complex cases, usually linked to discrimination or whistle blowing. Many reported being dismissed without following fair procedures, with less than two-years’ service and insolvency dismissals where business just close, probably due to the turbulent economic climate.

Webber (2023) found “nearly a third of employers have seen employee grievances rise over the past two years, particularly around relationships and pay”.

With tensions between affordable pay awards, inflation worries, the cost-of-living crisis and increased industrial action, Noelle Murphy, senior HR manager at XpertHR said “HR need to push employers to drive culture that is sufficiently open to address minor issues effectively before they escalate and provide support to all staff”. (Webber, 2023)

Go Quest need to nurture an open transparent culture where concerns can be discussed, and solutions found before formal proceedings are undertaken.

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


Go Quest should ensure all leaders and line managers receive effective training on the formal grievance procedures and how to handle grievances effectively. All should be aware of the ACAS code of Practice: Disciplinary and Grievance Procedure and follow the code if any grievance exists. If not followed, the employer runs the risk of automatic unfair dismissal, unless they can show very good reasons allowing them to defend a claim to the employment tribunal.

Using the ACAS code of practice as a guide, Go Quest need to ensure all managers have the skills to support the process positively. Good communication skills, active listening, and sound emotional intelligence, alongside respect and understanding are essential when dealing with such situations. Managers need to be patient and show empathy while remaining neutral and impartial. Focusing on problem solving while being sensitive and protecting confidentiality.

Active listening will strengthen the managers relationship with the employee, demonstrating they are interested in what the employee has to say. Through active listening the manager can pick up on body language, facial expressions and tone to identify the real emotions behind the words. (ACAS, 2014b)


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

Dealing with grievances effectively is important and having good disciplinary and grievance procedures provide a clear structure for dealing with any difficulties that occur to ensure every individual is treated equally, fairly, and reasonably.  They ensure employees are aware of what is expected from them, in terms of conduct and performance while working for Go Quest and the consequences of failing to meet such standards; they help resolve disagreement informally and demonstrate to an Employment Tribunal that Go Quest followed an appropriate process when employees complain or aired concerns. 

Good HR practices such as recruitment, onboarding, consultation, and employee voice can nurture a positive employment relationship which can prevent discipline and grievance issues arising. Well trained managers who show respect, use active listening skills, and appreciate individuals’ views and ideas help ensure grievances, when they arise are handled effectively (ACAS, 2020).

Go Quest should ensure clear procedures are in place and communicated to all staff. Line managers should be fully trained, understanding the content of the procedures and how to implement them effectively. Grievances and disciplinary can have a detrimental effect on everyone involved, resulting in increased stress, conflict, and unease. Employers should ensure support is available to all to safeguard wellbeing and health, such as confidential counselling support (CIPD, 2023c).

If a tribunal finds an employee has been unfairly dismissed, the costs can be high to the organisation. Remedies such as re-engagement and reinstatement can be awarded where all monies lost must be paid to the employee and compensation more commonly can be awarded, which is made up of a basic award and a compensatory award (Daniels, 2022).

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

Section1 Trade Union and Labour Relations (consolidation) Act 1992 (TULRCA) defines a trade union as “an organisation consisting wholly or mainly of workers of one or more descriptions and whose principal purposes include the regulation of relations between workers of that description or those descriptions and employers or employee associations”. 
(Daniels, 2022). 

Employer, employee, and Trade Unions must follow Industrial Action Law which includes TULRCA and Employment Rights Act 1996. Recognition of a trade union means that the employer and trade union negotiate on issues covered by collective bargaining. Trade unions are independent of any employer and members cannot be disadvantaged by being a member. Collective employment law permits the existence of trade unions and to provide employees with the option of joining labour organisations. The law protects employees’ right to join any union of their choosing without fear of retaliation from their employers. (Oxford reference, 2021).

Trade unions are duty bound to protect their members in dispute resolution, negotiations, and collective bargaining negotiations by law and during redundancies and the transfer of undertakings, employers must consult with trade unions as per the legislation.

Not all organisations work with a trade union, Information and Consultation of Employees (ICE) regulations give employees the right to request their employer informs and consults with them about matters in the organisation. 

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

As well as union recognition, there are several roles supported through non-union representation, some of which are protected by statutory provisions. These include representatives of employee safety, information and consultation representatives, European consultative bodies, pension representatives, TUPE’ representatives, collective redundancy, and workforce agreement representatives. All of which have protection against dismissal and detriment, and all, but workforce agreement reps have paid time off to carry out their duties, paid time off for training and the provision of facilities to help them perform their duties. (ACAS, 2014).

Both union and non-union representation aim to provide employees with the opportunities to share their views, opinions and feedback on proposed changes that affect them, and both offer advice and representation in formal and informal disagreements and disputes. 

Every employee has a legal right to choose between union and non-union representation on an individual or group basis.

With many similarities, some differences do exist, it seems union representation is preferred when dealing with more legal issues such a redundancy, whereas non-union are usually preferred for smaller matters, where just the individual is concerned. (ACAS 2014). Union representation usually liaise with management, whereas no union matters may not involve management participation.



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

As Go Quest has a recognised trade union, a recognition agreement should be in place, which authorises the union to negotiate on pay and working conditions on behalf of its members. This collective bargaining is a “power relationship that takes the form of a measure of power sharing between management and trade unions. It’s the establishment of negotiation and discussion of agreements on matters of mutual concern to employers and unions” (Armstrong, 2020).

During collective bargaining trade unions will make decisions on behalf of its members, and under the collective employment law, employers are required to adhere to the collective bargaining agreement terms. If such agreements are breeched the union can bring legal action against the employer and claim compensation. Under collective employment law employees also have the right to take part in industrial action to achieve a bargaining aim and are protected from being victimised when participating in industrial actions. In addition to these benefits, in research carried out by CIPD almost 59% agreed “working in partnership with trade unions can benefit the organisation” (CIPD, 2022).

CIPD data warns that a lack of engagement with employee representatives can lead to industrial action such as strikes (CIPD, 2022). To prevent disagreement, Go Quest should build a joint working approach with their union, ensuring strong relationships are built and the union members understand and feel part of the organisational strategy. This relationship will support any negotiation. Negotiation will involve purposeful persuasion and constructive compromise, if an agreement is to be made both parties must move closer to each other’s position, recognising where boundaries lie. By agreeing a mutually beneficial agreement the best outcome should be achieved.
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