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Section 1 
AC 1.1 Emerging developments to inform approaches to employee voice and engagement. 

Enabling employees, the opportunity to voice opinion on matters that affect them in the workplace is a key aspect in making employees feel valued and positively impacts on retention, engagement, innovation, and overall organisational development (Baczor et al., 2017). Therefore, it is important that Go Quest challenge emerging developments in approaches to employee voice and engagement which include, movement away from trade unions, advances in digital technology and increase in remote working (Peters, 2022).

Collective voice through traditional means, like trade union representatives, still plays a positive role in employee voice (Peters, 2022) however, decreases in trade union membership (Department for Business, Energy and Industrial Strategy, 2022), suggests there has been shift towards direct forms of voice such as one-one meetings, surveys, performance appraisals (Wheatley and Gifford, 2019). 

An increase in remote working and advances in digital technology have meant that accessibility and familiarity with using digital platforms such as MS teams and zoom has created new avenues for direct voice a-side from office-based mechanisms (Peters, 2022). However, remote working may be seen as an ‘impersonal’ approach and can result in feelings of isolation, negatively impacting employee wellbeing if employees have never met their colleagues in-person (Baczor et al.,2017).

Social media has been seen as a key aspect of voice and engagement, as it provides ‘wider access and more instant and real-time feedback’ for employees (Taylor and Woodhams, 2022). Whilst there are security and privacy risks with the use of social media, it’s been suggested that ‘that the benefits of internal social media in enhancing internal communication and employee engagement outweigh the risks they bring’ (Ewing et al., 2019). Social media platforms encourage employees to share ideas and opinions through user-generated content and two-way communication, thereby encouraging engagement (Ewing et al., 2019).

AC 1.2 Employee Involvement and participation (EIP) and how it builds relationships 

Employee voice allows employees to have their say on organisational decision making, either through their representatives, known as employee participation (Taylor and Woodham, 2022) or employee involvement, whereby employees are given the opportunity to have input in decision making by partnering with management (Quain, 2018).

Common practices of employee participation include group forums where employees work together to achieve common goals (Quain, 2018) whereas employee involvement practices include direct means of communications with management such as emails or suggestion schemes (Taylor and Woodham, 2022).

[bookmark: _Int_RzNOVSGc]EIP builds relationships through effective voice channels by enabling employees to feel valued and trusted. If employees feel valued and feel that their opinions matter, they are more likely to feel motivated, which is linked to job satisfaction and enhanced performance (Quain, 2018). This can be achieved through EIP practices and ensuring that employees are an integral part of organisational decision making.

Encouraging employees to have their say through voice channels can also improve one's confidence at work and have a positive impact on overall well-being (Shipton et al., 2019). If employees are feeling content and satisfied within their role, healthy relationships are more likely to form. For these reasons, managers at Go Quest should ensure the availability/accessibility of voice channels. 

AC 1.3 Voice tools and approaches used to drive employee engagement. 

The three most common forms of voice are one-to-one meetings, team meetings and employee surveys (Shipton et al., 2019).  
One-to-one meetings build trust and strong employee relations (Campbell et al., 2021a) by creating a psychologically safe environment for employees to speak up. However, meetings are often held too infrequently or managed poorly through lack of training which can leave employees feeling disconnected. Managers at Go Quest should embrace regular 1-1 meetings as a fundamental part of their role to have more efficient, motivated staff (Rogelburg, 2022).
'Surveys can be a quick and low-cost way of eliciting and sharing voice’ (Campbell et al., 2021b). Survey responses are likely to be honest as employees can remain anonymous. However, collating, analysing and reviewing responses can be time consuming particularly in large public sector organisations (Burnett and Lisk, 2019). It’s important to ask the right questions, that are easy to understand and answer as complex questions can result in subjective responses that are difficult to interpret.
Social media allows employees to engage in multi-directional communication, open forums and allows for instant, authentic feedback which encourages engagement (Silverman et al., 2013). However, ‘since there are still no real universally accepted norms around using social media, there is the potential for people to post comments that are damaging to the organisation or its reputation' (Baczor et al., 2017). If social media is used as a form of voice, Go Quest will need to establish clear social media policies, monitor use and address any violations promptly and consistently to avoid legal consequences (Rowland, 2023).
Two approaches to drive employee engagement are leadership and rewards.
‘Leaders can influence employee work engagement not only through changing work conditions but also directly through inspiring, connecting, and strengthening their employees’ (Schaufeli, 2015, cited in Decuypere & Schaufeli, 2020). To achieve this, leaders at Go Quest should have a positive leadership style, be trustworthy, and engaged themselves. Leaders are seen as role models, if they are not engaged, employees are unlikely to be. 
Rewards are effective in driving engagement. ‘The most effective reward packages meet the needs of its people, the business, and the organisation’s purpose, culture and performance, in a fair and responsible way’ (Cotton, 2023). Rewards can be financial such as pay and benefit packages or non-financial such as flexible working or opportunities for promotion. It's important to bear in mind, that some reward strategies like travel expenses, may no longer be incentives for employees with the increase in remote working (Churchill, 2020).
AC 1.4 Interrelationship between employee voice and organisational performance. 
If there are opportunities for voice and employees feel heard, they’re more likely to be engaged and motivated which enhances organisational performance (Quain, 2018). Employee voice can also increase organisational performance by improving employees' relationships with managers (CIPD, no date). 
CIPD research ‘showed that employees’ involvement in decision-making is significantly and positively linked to job satisfaction’ (Peters, 2022). However, the Taylor Review of Modern Working Practices found that only one in three managers allow employee involvement in decision making (Department for Business, Energy and Industrial strategy, 2017). This may not necessarily be a negative thing as ‘it has been argued that by shifting responsibility for decision-making from managers to employees, voice practices can lead to work intensification, and greater stress’ (Harley 2014 cited in Baczor et al., 2017). 
It has also been suggested that ‘highly engaged employees whose well-being is not protected are at risk of burnout and, ultimately, reduced engagement and performance’ (Lewis et al., 2017). On the other hand, it has been found that having no voice in decision-making can impact negatively on performance (Department for Business, Energy and Industrial strategy, 2017). 
Some research suggests that the opportunity for voice alone does not improve performance (Mowbray et al., 2021) but the combination of voice and high-performance working practices (HPWP) such as recruitment, training and development, will improve performance and experience at work (Baczor et al., 2017). The overall effect of HPWP on performance is difficult to estimate due to the ‘varying sample characteristics, research designs, practices examined, and organizational performance measures used (Combs et al., 2006).
This literature suggests that employee voice plays a role in enhancing organisational performance by improving the employee-manager relationship, however, there is a fine line as to the extent of involvement. Managers at Go Quest need to be aware of the risk of over-engagement to prevent burnout, reduce stress and protect employee well-being. With these things in mind, opportunity for voice should increase engagement, job satisfaction and retention.
AC 1.5 Better working lives. 
The Good Work Index 2023 outlines 7 dimensions to assess job quality and improve working lives. These are: 
· Pay and benefits
· Contracts
· Work-life balance 
· Job design and the nature of work
· Relationships at work
· Employee voice
· Health and wellbeing 
Good work has been defined as work that’s rewarded fairly, provides means to secure a living, allows for good work-life balance, supports mental and physical health and provides opportunities for voice and development (Brinkley, 2023).
In the current climate, public sector pay hasn’t increased with the rate of inflation, leaving many feeling their pay doesn’t reflect their job responsibilities. Financial wellbeing has an impact on how employees feel about work therefore, it’s important to 'recognise the implications of financial distress for both employee wellbeing and performance’ (Young, 2023). To prevent financial distress leading to mental health and absences, you could look at developing a financial wellness programme that incorporates employee benefits to reduce the cost of living and provides financial education to help employees manage, save and plan for future (Young, 2023). 
Job design has an impact on how employees feel about work. It may be useful to conduct a survey to establish how employees at Go Quest feel. Jobs need to be designed so employees feel they have autonomy and feel their work is meaningful and important to the organisation (Young, 2023). This can be achieved at Go Quest by recognising or rewarding good work, providing constructive feedback, the right skills and training, and allowing employees a voice in decision making or freedom in how they carry out their work. 
Another focus should be on flexible working, most seen as flexitime and home working since the COVID-19 pandemic (Young, 2023). Go Quest should consider offering flexible working options to employees from the get-go to not only attract employees but provide better work-life balance, increase job satisfaction and improve retention.
The decline in job quality and discontent within the public sector is why Go Quest need to focus on promoting good working lives so employees remain enthusiastic.
Section 2. 
AC 2.1 Conflict and misbehaviour.
Differences in experiences, backgrounds and perspectives can lead to misunderstandings and cause conflict within diverse organisations (Suff, 2020). Conflict can be damaging to employee relationships and negatively impact performance (Taylor and Woodhams, 2022) however, some conflict can be positive as differing opinions can help problem solving (Suff, 2020). 
Organisational conflict can be organised, such as strikes, protests, work-to-rule or overtime bans, which often occur on a collective basis over contracts or pay (Taylor & Woodhams, 2016). GMB union recently organised the UK’s first official Amazon strike over a pay dispute as employees were not happy with a 50p/hour pay rise (Strike: Inside the Unions, 2023).
Misbehaviour is intentional negative, often unlawful behaviour such as harassment and bullying, that often occurs because of dissatisfaction in the workplace (Thomas et al, 2019). According to Thomas et al., (2019) ‘the term misbehaviour denotes all behaviour that departs from the accomplishment of goals of the organization’. This can also manifest as sabotage, absences or theft (Taylor and Woodhams, 2016).
Informal conflict, such as spontaneous arguments, may arise due to personality clashes or disagreements (Liddle, 2017) whereas formal conflict is recognised in the form of grievances or disciplinaries, often over changes to workplace practices or procedures. Individual forms of formal conflict are now more common than collective industrial action (Taylor and Woodhams, 2022).
AC 2.2 Official and Unofficial action.
Official industrial action includes strikes or action sort of strike such as overtime bans, picketing or ‘working to rule’ (CIPD, 2023)
For industrial action to be official, it must be lawful. This means, action must comply with legal requirements set out by the Trade Union and Labour Relations (Consolidation) Act 1992 (TULRCA) such as: 
· A secret ballot must be undertaken
· Marked voting paper 
· A majority vote where at least 50% of those eligible to vote have voted.
It is automatically unfair to dismiss an employee taking part in official action whereas, employees are not usually able to claim unfair dismissal if action taken has been unofficial (Francis-Davies, 2023). 
Unofficial action is any action that does not comply with the requirements or takes place following a void ballot (Daniels, 2022). For example, Grangemouth oil refinery contractors blocked roads outside the site in mass walk outs in disputed over pay in 2022. Although the employer knew about the industrial action in advance, it did not result from a strike ballot which therefore, made it unofficial (Patridge, 2022).
Trade unions have protection of the ‘statutory immunities’, given that specific requirements are followed (Department for business innovation and skills, 2010) however, action not authorised by trade unions would be unofficial and statutory immunity would not apply. 
AC 2.3 Trends in the type of conflict and industrial sanctions.
The increase in discontent amongst workers in the UK during the current cost-of-living crisis has influenced the increase of workplace disputes (Marsen & Gilligan, 2022). ‘In total, 2.472 million working days were lost between June and December 2022’ (Office for National Statistics, 2023) however, this is minimal compared to the 3million working days lost in January 1979 alone (Dundon & Hughes, 2018).
This indicator is affected by the numbers of workers involved in strikes, which has decreased in recent years. In 2015, 81,000 workers were involved in strikes which was the fewest number of workers involved since records began (Office for National Statistics, 2016). In 1926, 1.5million workers went on strike in support of coal miners (Office for National Statistics, 2015).
It’s also affected by the shift from long to shorter strategic strikes. Strikes don’t typically last more than one day now whereas in the 1970’s, ‘an annual average of 984 strikes lasted more than five days’ (Lyddon, 2015).
There’s also been an increase in the use of injunctions against trade unions carrying out industrial action.  In 2019, the Royal Mail obtained a High Court Injunction preventing the largest strike action in a decade taking place during the pre-Christmas period due to non-compliance of rules (Burgess, 2022). Currently, the UK Government is trying to pass the Strikes (Minimum Service Levels) Bill (2022-23) which would mean public sector services have to maintain a minimal level of service during industrial action. If not maintained, employers may bring an injunction against unions to stop action taking place (Howlett, 2023).
AC 2.4 Dispute resolution.
Conciliation, mediation and arbitration are alternative dispute resolution techniques carried out by third parties, like The Advisory, Conciliation and Arbitration Service (ACAS) to resolve disputes when internal options have not worked (Taylor & Woodhams, 2022). 
Mediation is a structured approach to conflict management, that is voluntary and less formal than grievances or disciplinary proceedings (Young, 2022) and arbitration is ‘the process of bringing in an independent body and letting it evaluate the situation and determine a solution’ (Daniels, 2022) in current or future disputes.
Mediation and Arbitration are used to resolve disputes outside of court however, the third parties in both processes have different roles. Whilst the arbitrator and mediator listen to both parties to reach a resolution, the mediator only acts as a facilitator, making suggestions to come to a mutual agreement whereas the arbitrator, after listening to both parties, imposes a decision which is legally binding (Shaw, 2018).
‘Conciliation is the process of reconciling disagreeing parties’ (Armstrong & Taylor, 2023). It’s similar in that it aims to find a mutual resolution however; the conciliator doesn’t make any recommendations only helps parties find a solution and unlike Arbitration, it’s not legally binding (Daniels, 2022). If a dispute has/likely to reach an employment tribunal then conciliation would be implemented (Taylor and Woodhams, 2022). 
AC 3.1 Unfair dismissal in relation to conduct and capability.
Dismissal may be unfair if there is no fair reason, a fair procedure outlined by the ACAS Code of Practice on disciplinary and grievance procedures isn’t followed and the reason for dismissal is not justified. To claim unfair dismissal, a person must have been an employee for at least two years unless recognised as an automatically unfair dismissal reason (ACAS, 2022a).
Section 98 of the Employment Rights Act 1996 states that there are five potentially fair reasons for dismissal, which includes Capability and Conduct. 
‘Capability is about an employee’s ability to do their job’ (ACAS, 2022b). If there are concerns regarding employees physical/mental health or skills, it would be dealt with under capability procedures.  For capability dismissal to be fair, appropriate steps must be taken to provide training and education to aid employees learning and development before taking formal action (Suff, 2022a). 
Conduct refers to an employees’ behaviour. Behaviours such as lateness or incorrect uniform are examples of misconduct. More serious offences like theft or assault would be gross misconduct. For misconduct dismissal to be fair, the employer must act reasonably to reach the decision (Daniels, 2022). To determine this, the British Home Stores v Burchell (1978) is relevant to establish if a thorough investigation has been conducted, if there is a reasonable belief that the employee is guilty and that there are reasonable grounds for the belief (Swinn, 2018). If this isn’t the case, then an employee may have been unfairly dismissed.
AC 3.2 Key causes of employee grievances. 
‘Grievances are concerns, problems or complaints that employees raise with their employers’ (ACAS, 2015). If a grievance cannot be resolved informally, a formal grievance can be raised and handled in line with ACAS code of practice.  Key causes of grievances include poor management, bullying and harassment, working conditions and pay.
CIPD research by Suff (2020) found that 9% of employees responded to conflict with formal grievance/disciplinary procedures. If conflict is handled effectively at an informal level, it can decrease the chances of a formal grievance being raised. According to Xpert HR survey (2022, cited in Murphy 2022) 42.4% of employees felt line managers were ineffective at resolving issues prior to escalation of formal grievance, often due to lack of training or not wanting to be the ‘bad guy’.
The cost-of-living crisis has seen an increase in grievances relating to pay and grading issues (Murphy, 2022). If two employees with similar credentials have a difference in pay, they may feel aggrieved and raise a grievance. To avoid this, it’s best salaries and promotions are transparently discussed and clarified (Verasai, 2019).
Where serious allegations such as bullying or harassment exist, a formal grievance procedure is often the best cause of action. However, there could be harassment situations where informal resolution may help for example, if the behaviour was unintentional (Suff, 2020). 
AC 3.3 Skills required for effective grievance and discipline-handling procedures. 
To ensure an effective, fair and consistent process when handling grievance and disciplinaries, Go Quest managers should have the correct knowledge and be provided with the correct training such as ‘handling difficult conversations, giving feedback or calling out inappropriate behaviour’ (Faragher, 2018).
It’s important to take a non-discriminatory, non-bias approach and ensure issues are dealt with in a timely manner, so time-management skills are desirable. 
Clear, regular and confidential communication with those who raised/are involved with the grievance is essential to avoid misunderstandings, minimise stress and later legal action (ACAS, no date). Communication should be two-way, allowing employers to inform the employee of the problem or allowing employees the opportunity to explain and voice their grievance (ACAS, 2015). Active listening skills are vital to allow subtle hints, other than words, to be picked up on (ACAS, 2014a).
Empathy should be shown to encourage employees to speak up on day to days issues so they can be dealt with informally through methods such as mediation (Suff, 2022b) but it’s important managers can control their emotions if a situation becomes confrontational (ACAS, 2014a).
Interview and investigation skills are needed to be objective and stick to facts. Leading questions should be avoided, and one question asked at a time (Morton, 2022). Notes should be taken during investigation meetings as evidence to refer to and employees should be provided with copies of the minutes (ACAS, 2020), so written communication skills are vital. 
AC 3.4 The importance of handling grievances effectively.
According to Obiekwe & Eke (2019) ‘Effective employee grievance management is vital for effective harmonious management-labour relationship which helps to enhanced organizational performance.’ If grievance management is poor or not taken seriously, there may be an increase in absences and misbehaviour, reduction in work quality across Go Quest’s workforce or even informal industrial action. 
‘When a good grievance management procedure is in place, the organization is more likely to experience high employee morale, commitment, opportunity for reconciliation’ (Obiekwe & Eke 2019). Rumours and workplace gossip can contribute to reduced moral and could jeopardise Go Quest reputation so by having an ‘open door’ policy as part of an effective grievance handling procedure, this risk can be reduced by allowing employees the opportunity to air their grievances and express frustrations in private before they materialise into negative behaviours or potentially resignation. 
There’s also the legal aspect. It’s important Go Quest’s grievance procedure follows the ACAS code of practice, as minimum, to prove a fair procedure has been followed if cases, such as unfair dismissal claims, reach employment tribunal (ACAS, no date). Although not legally binding, ‘an employment tribunal can reduce or increase any money awarded in a case by up to 25% if the code hasn’t been followed’ (UK Government, no date). 
AC 4.1 Provisions of collective employment law.
Collective employment law regulates activities and behaviour of trade unions and the interaction between them and employers (Heery & Noon, 2008). This includes issues relating to statutory recognition procedures and disclosure of information for collective bargaining.
Trade unions are unable to ‘collectively bargain’ with employers over working conditions, unless the employer recognises them. If, as an employer, you don’t recognise unions voluntarily and have over 21 employees, then independent unions, may request recognition through the statutory recognition procedure which results in either, automatic recognition or recognition by ballot at the decision of the Central Arbitration Committee (CAC) (Daniels, 2023) for the purpose of collective bargaining. Recently, at Amazon, GMB union requested recognition in writing in line with the statutory recognition procedure, to which they refused to recognise the union voluntarily (Strikes: Inside the Unions, 2023). As a result, they requested statutory recognition from the CAC. 
For collective bargaining to be effective, the employer is required to disclose information requested by union representative outlined by sections 181-85 of TULRCA. Such information would be that in which it would be in accordance with good industrial relation practice to disclose or that without, the union would be hinder to a material extent during negotiations (Daniels, 2023). Failure to disclose such information ‘imposes no legal obligations on an employer’ but if the union feel, as the employer, you have failed to disclose such information, a complaint may be made to the CAC and taken into consideration during proceedings (ACAS, 2003).
4.2 Employee bodies and employee representatives.
Employee representatives may be union or non-union. Where the union is recognised and independent, union reps are elected for the purpose of collective bargaining over terms and conditions or pay.  Union reps ‘have statutory rights to paid time off to perform their duties and in some cases to be released for training and be provided with facilities’ (ACAS, 2014b). 
In workplaces where unions aren’t recognised, non-union representatives can consult with management on behalf of employees although, non-union forms are much more restricted and have limited powers compared to union representatives. Where unions aren’t recognised, non-union representatives have certain statutory rights. Non-union representatives dealing with collective redundancies or transfer of under takings (TUPE) have rights to paid time off for training and duties as well as rights to use of facilities however, Information and Consultation of Employees (ICE) representatives have rights to paid time off for duties only (ACAS, 2014c).
Employee bodies have different purposes or powers. ICE regulations apply to organisations with more than 50 employees and gives employees legal rights to set up employee forums or work councils (Taylor, 2020). Employee forums set up under these regulations have an obligation to be informed and consulted regarding organisational issues but, unlike trade unions, they can’t negotiate with employers over pay or terms and conditions (CIPD, 2022). Employee forums or work councils can be set up voluntarily by employers with no reference to law but have no legal rights to paid time off, training of use of facilities (ACAS, 2014c).
AC 4.3 Collective bargaining.
The aim of collective bargaining is to reach a mutual agreement, often to improve working conditions or pay (Unison, no date). Agreements between employers and trade unions are reached through negotiations. ‘Negotiations involve not just the art of persuasion and force of argument but the effective threat of power and sanction’ (Dundon et al, 2017, cited in Armstrong & Taylor, 2023). Bargaining power refers to the measure of influential ability one party has over another. For negotiations to take place, the union must be recognised as explained in AC 4.1. 
Types of collective agreements include substantive, procedural or partnership. ‘Substantive agreements set out agreed terms and conditions of employment covering pay, allowances and overtime, working hours and holidays’ (Armstrong & Taylor, 2023). These agreements define employees’ rights. Any collective agreements that affect employees’ terms and conditions in the UK, must be included in the contract of employment (CIPD, 2023) and are not legally enforceable unless done so. 
‘Procedural agreements set out the methods to be used and the procedures or rules to be followed in the processes of collective bargaining and the settlement of industrial disputes’ (Armstrong & Taylor, 2023). These agreements govern the process of collective bargaining. Before negotiations take place, the union and employers need to decide on the bargaining unit, who will represent it, how often meetings will happen and what will be discussed (CIPD, 2023). The extent to which procedural agreements are followed relies on the goodwill of both parties as they are not legally enforceable.
If collective agreements cannot be reached through collective bargaining, then unions and employees may turn to industrial action, to put pressure on employers and achieve bargaining aims. A successful vote for industrial action strengthens the union's position and often leads to a resolution of dispute in question (CIPD, 2023). 
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