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AC-1.1
Employee voice (EV) is the provision for employees to express views, feedback, ideas, and concerns regarding work-related matters in an organisation. It creates a work culture that empowers and motivates employees to voice opinions and contribute to the decision-making processes (CIPD, 2022a).
Employee engagement (EE) signifies the degree of involvement, dedication, and eagerness of employees towards their work and organisation. Engaged employees feel connected to their work, exhibit willingness to exceed expectations, and possess a strong sense of purpose and belonging within the organisation (Engage for Success, 2021).
As digital tools and technology become more prevalent, Go Quest (GQ) can utilise various channels to allow employees to express their views. Social media (SM), instant messaging, online forums, and other digital platforms can promote EE and create a culture of transparency and openness. Employees have opportunity to demonstrate expertise, personal journeys and feelings, resulting in recognition, a feeling of inclusion, and increased prominence. Nevertheless, it is evident that digital tools possess certain limitations, and people's proficiency in utilising these technologies varies significantly (Bernauer and Kornau, 2022).
Legal frameworks indirectly impact EV and engagement. Examples include labour laws that protect collective bargaining (CB) rights, whistle-blower protection laws that encourage reporting of misconduct, anti-discrimination laws promoting fair treatment, health and safety regulations ensuring workplace well-being, and employment contracts establishing communication channels and feedback mechanisms (ICAEW, 2019). These frameworks provide platforms for employees to express opinions, address concerns, and participate in decision-making, fostering engagement within organisations.
The psychological contract (PC) in employee relations (ER) represents the unwritten expectations and obligations between employees and organisations, encompassing their mutual understanding of what they expect from each other. It goes beyond formal employment contract, including, trust, loyalty, job security, career development, work-life balance (CIPD, 2023a).
EV and engagement shape the PC. When employees’ express opinions and ideas, it builds trust and respect within their organisations, enhancing job satisfaction, commitment, motivation, and productivity. Employee involvement (EI) fosters organisational identification and loyalty. A positive PC influenced by voice and engagement improves retention and ER (Tselempis, 2021).

AC 1.2
Employee involvement and employee participation (EPEP) are two distinct concepts related to engaging employees in decision-making within an organisation. While closely connected, they differ in terms of scope and impact. Nevertheless, both EI and employee participation (EP) play significant roles in building relationships within the workplace.
EI is a comprehensive concept encompassing active engagement of employees in various facets of an organisation's operations. It is a management strategy encouraging employees to contribute knowledge, skills, and expertise to decision-making and problem-solving processes. Fostering a culture of collaboration, open communication, and empowerment, EI goes beyond simply seeking input and aims to establish a sense of ownership and commitment towards GQ goals (Quain, 2018).
EP focuses on involving employees in decision-making processes, directly affecting work environment or conditions. It seeks employee input, feedback, or ideas on specific matters. EP empowers individuals by providing a voice to determine decisions that impact their daily work. This empowerment nurtures a sense of belonging, enhances job satisfaction, and fosters collaboration and cooperation within GQ (Indeed, 2022).
Unitarism and pluralism are contrasting perspectives in ER that shape dynamics and approaches within organisations.
Unitarism views the organisation as a unified entity with shared goals and interests. EI and participation in a unitarist framework aim to enhance performance and align individuals with organisational objectives. It creates a cohesive environment, aligning interests, and involves employees within management-defined boundaries.
Pluralism recognises diverse interests and values within an organisation. EIEP in a pluralist framework address these differences, promoting inclusivity and collaboration. It ensures employees contribute their perspectives, while EP empowers them and their representative bodies to negotiate their interests, shaping workplace policies and practices (Taylor and Woodhams, 2022, p.3). Channel 4's decision to open new headquarters without senior executives emphasises the challenges in remote leadership and the need for effective communication, commitment, and trust-building. Despite this, leaders have an opportunity to cultivate diversity and drive experimentation, pluralism, and innovation (Hayward, 2019).

AC-1.3
EV tools and approaches are essential for dialogue, collaboration, and employee empowerment, driving engagement. Prioritising and utilising employee perspectives fosters belonging, satisfaction, and commitment within GQ (Ryba, 2021). There are several EV tools and approaches that can drive engagement.
Surveys for EV offer benefits including gathering quantitative data, facilitating broad participation, enabling standardised and comparable data, identifying areas for improvement, supporting change management and decision-making and facilitating communication, and transparency between employees and management. Survey limitations including limited scope, response bias, lack of context and depth, employee perception issues, timing and overload challenges, overreliance, and the importance of proper interpretation and action (Workhuman, 2023). To overcome these limitations, GQ should focus on representativeness, combining surveys with qualitative methods, demonstrating commitment to action, considering timing, fostering open communication, and ensuring effective analysis and communication of survey results.
Suggestion schemes (SS) bring numerous advantages, including employee empowerment, enhanced engagement, innovation, effective problem-solving, continuous improvement, improved communication, employee recognition, and cost savings.
SS can be highly effective in improving EE, but success depends on various factors. Here are some considerations: Leadership support is crucial for successful SS. When leaders actively listen to employee suggestions, allocate resources for implementation, and recognise and reward contributions, it demonstrates that employee ideas are valued and appreciated. Continuous improvement is essential for SS. GQ should collect feedback from employees, seek suggestions for improvement, making necessary adjustments. This iterative approach shows a commitment to ongoing improvement, maintaining relevance and engagement (Croner-I, 2017).
SS are not a standalone solution for EE. They work best as part of a broader engagement strategy.
SM platforms provide a public forum for employees to express their opinions, ideas, and concerns. Employees can share perspectives on various topics, engage in discussions, and contribute to organisational conversations. SM breaks hierarchical barriers. It creates a more democratic and open environment, enabling employees at all levels to have a voice and participate in discussions, decision-making, and idea generation. SM platforms create a virtual community where employees connect, collaborate, and build relationships beyond their immediate teams. Fostering a sense of belonging and camaraderie, SM helps employees feel connected to the organisation and their colleagues, enhancing engagement and loyalty (ACAS, 2013).
However, GQ should establish clear guidelines and policies to ensure responsible and respectful use of SM in the workplace. Balancing the benefits of SM with privacy, security, and maintaining a professional tone is crucial for leveraging its full potential in supporting EV and driving engagement (CIPD, 2013).
AC-1.4
EV encompasses the act of employees expressing opinions, ideas, concerns, and feedback within an organisation. Its impact on organisational performance can be substantial, manifesting in various positive and negative outcomes (CIPD, 2023b).
When employees are encouraged to voice ideas and suggestions, it fosters innovation and creativity within the organisation. Tapping into diverse perspectives and insights, organisations can identify new opportunities, improve processes, and develop innovative products or services. Problem-solving and Decision-making: EV enables identification and resolution of issues and challenges. By involving employees in decision-making processes, GQ can leverage first-hand knowledge and expertise, leading to effective and informed decision-making. This improves problem-solving capabilities, enhancing overall organisational performance. EV contributes to higher levels of engagement and motivation. When employees are heard and valued, they commit to the organisation. Increased engagement positively impacts productivity, quality of work, and overall organisational performance. Organisational Learning and Adaptability: Encouraging EV fosters a culture of learning and continuous improvement. Employees provide valuable feedback and insights based on experiences, helping identify areas for improvement and enabling the organisation to adapt to changing market dynamics and customer needs (Broderick, 2022).
EV occasionally produces resistance and conflict within an organisation. Diverse opinions and perspectives lead to tension and disagreements, impeding collaboration and decision-making processes. Poor management of conflicts detrimentally affects performance. Lack of Implementation: Employees become frustrated and disillusioned when their voice/suggestions are ignored. This can diminish motivation and willingness to contribute to organisational goals, impacting performance. Organisations with a high volume of EV run risk of information overload. Ineffective management, excessive feedback and suggestions overwhelm decision-makers, causing difficulties in prioritising and acting upon the most valuable inputs. This impedes effective decision-making and slows organisational performance (Detert and Burris, 2016).

AC-1.5
CIPD promotes the concept of Better Working Lives (BWL). It focuses on improving quality of work and overall well-being of individuals in the workplace. CIPD considers work a crucial aspect of people's lives and believes that organisations have responsibility to create environments that support employees' physical, mental, and emotional well-being (CIPD, 2022b). Employers must recognise that well-being is not a one-size-fits-all approach. Everyone has unique needs/preferences when it comes to achieving work-life balance and overall well-being. Recognising this diversity is essential for an inclusive and supportive work environment.
Key to BWL includes the concept of work-life balance, achieving healthy equilibrium between work and personal life. Prioritising work at the expense of personal life can lead to elevated stress levels and burnout. Overwhelming work demands without adequate rest and recovery contributes to physical and mental health problems, lower job satisfaction, and decreased productivity (Peninsula, 2023). GQ should review flexible working arrangements, such as adjustable working hours, remote work options, and policies that enable employees to effectively manage their work and personal commitments for better work-life balance (ACAS, 2015). 
A supportive and secure work environment that prioritises physical and mental well-being is vital, actioned by addressing workplace stress, providing mental health resources, and fostering a culture valuing well-being. Merely having well-being policies in place is insufficient to promote correct culture. It is crucial for GQ to create an environment where employees feel empowered and encouraged to prioritise their well-being. For example, a company sick pay scheme is beneficial, but if employees are discouraged from this and compelled to work while unwell, it indicates a lack of genuine support for well-being. The CIPD Health and wellbeing at work survey report (2022c) shows 81% of organisations reporting presenteeism (people working when unwell) among people working from home and 65% in a physical workplace.
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[bookmark: _Hlk141129737]AC-2.1
Organisational conflict is complex and encompasses a range of disagreements, disputes, or opposing interests among individuals or collectively. These conflicts can arise from various factors, including differences in opinions, goals, values, or the allocation of resources. They can occur at different levels, such as interpersonal conflicts between colleagues, departments or teams. Conflict can sometimes lead to more disruptive behaviours, such as strikes, protests, or other forms of collective action (Herrity, 2023).
Conflict can have both positive and negative consequences. Constructive conflict, when managed effectively, can stimulate creativity, innovation, and critical thinking. Whereas, destructive conflict can result in strained relationships, decreased cooperation, and hindered productivity (Brookins, 2019).
Organisational misbehaviour refers to actions or behaviours of individuals that deviate from the expected norms, rules, or ethical standards. This can take various forms, such as absenteeism, theft or fraud, workplace harassment, or breaches of policies. Misbehaviour can have detrimental effects on the organisation, including decreased productivity, increased costs, damaged reputation, and compromised employee morale (Mbagwu, 2018). 
Informal conflict emerges naturally without the presence of formal structures or processes. It often arises from personal differences, communication breakdowns, or conflicting goals and interests. Informal conflict can manifest in various ways, such as disagreements between colleagues, competition for resources, or clashes between teams. These conflicts are typically managed through informal means, such as open conversations, negotiations, or mediation (NCVO, 2022).
In contrast, formal conflict is addressed through established structures and processes within the organisation. This may include formal grievance procedures, disciplinary actions, or legal interventions. Formal conflicts often involve clear breach of organisational policies, regulations, or employment contracts. Resolving formal conflicts requires a more structured and systematic approach (CIPD, 2020).

AC-2.2
Official employee action encompasses the actions taken by employees in accordance with established GQ policies, procedures, and regulations. These actions are officially acknowledged and supported by the organisation. Examples of official employee actions include grievances or engaging in CB or union activities that are officially sanctioned. These actions operate within legal and organisational frameworks and are typically safeguarded by employment laws and regulations (ACAS, 2022a).
Conversely, unofficial employee action (UEA) refers to actions taken by employees that are not recognised by the organisation or The Trade Union Act 2016. UEA can involve unauthorised strikes or failing to meet strict requirements of a strike could render the action unofficial; protests, work slowdowns, or other forms of disruptive behaviour that lack endorsement or protection from the organisation (XpertHR, 2023). For example, the Royal College of Nursing wanted to extend strike action by one day, but this was not included in the initial ballot and would be considered illegal (Thomas, 2023). UEA may carry risks or consequences as they fail to align with recognised processes and guidelines of the organisation or employment laws and regulations (Andersonstrathern, 2023). 
A wildcat strike is an unauthorised work stoppage initiated by employees without union approval. It is typically unplanned and driven by immediate and unresolved grievances from formal channels. These strikes can disrupt operations and pose challenges for employers due to their uncoordinated nature and bypassing of standard negotiation procedures (Morris, 2022).

AC-2.3
In recent years, strikes have shifted towards shorter and strategically timed actions. This change is driven by the desire for targeted impact and to alleviate financial constraints. Workers, like ASLEF, planned strikes during high-profile events such as the Eurovision Song Contest and the FA Cup Final to cause significant travel disruption and draw attention to their grievances. These actions aim to create urgency for resolution while minimising financial strain on workers and unions (Lynch, 2023).
Due to the extent of strike action occurring in public services recently, the government is currently engaged in a period of consultation to determine the minimum service levels necessary to mitigate disruptions effectively (GOV.UK, 2023). The government has faced criticism for swiftly removing the regulation that prohibited the use of supply or agency workers during employee strikes, without consulting trade unions (TU). This regulation had been in place since 1976. Since July 2022, agencies have been allowed to provide temporary workers as replacements during strikes. UNISON has requested the High Court to declare the government's removal of this regulation unlawful (UNISON, 2023).
In 2018, there were 273,000 working days lost due to labour disputes, marking the sixth-lowest annual total since records began in 1891, indicating a calm period with fewer major strikes. The education sector made up the majority, accounting for 66% of all working days lost, primarily due to disputes involving university employees (ONS, 2019). In contrast, in December 2022, the number of working days lost to labour disputes surged to 843,000 suggesting a potential resurgence of labour disputes, requiring further investigation into underlying causes such as the cost-of-living crisis (ONS, 2023).

AC-2.4
GQ may find it beneficial to consider the use of third-party conciliation, mediation, or arbitration when attempting to resolve conflicts. Each method has its advantages and can be applied in different situations based on the specific nature of the dispute and the preferences of the involved parties.
Mediation, on the other hand, provides a structured negotiation process facilitated by a neutral mediator. It empowers the parties to actively participate in finding mutually acceptable solutions. Mediation is often utilised when the parties desire control over the outcome (Young, 2022).
Conciliation, akin to mediation, serves as the initial step in litigation, aiming to provide a resolution for both parties. ACAS often facilitates the conciliation process, which requires mutual agreement to participate. If the dispute is resolved, a COT3 agreement is generated, while an unsuccessful conciliation results in the issuance of a certificate (ACAS, 2022b).
Arbitration is a formal process in which a neutral third party, called an arbitrator, makes a binding decision to resolve the dispute. The arbitrator acts as a judge, evaluating evidence, hearing arguments, and issuing a final decision, known as an award. Unlike conciliation and mediation, the arbitrator's decision is binding on the parties involved, and it can be enforced through the legal system. Arbitration can be either voluntary, with the parties agreeing to submit their dispute to arbitration, or mandatory, where laws require arbitration as the designated method for resolving disputes (Daniels, 2022, p.12).
AC-3.1
Unfair dismissal (UD) is the termination of an employee's contract without a valid reason or in violation of employment law. The Employment Rights Act 1996 (ERA 1996) governs UD cases and sets specific grounds, including capability and misconduct issues, which employers must follow. Capability issues pertain to an employee's performance falling below the required standard. Employers have the right to dismiss for capability reasons, but they must adhere to fair procedures outlined in the ERA 1996. Employees have the right to be informed of reasons for dismissal, improve their performance, seek representation during disciplinary processes, and appeal if they believe the decision was unfair (Peninsula, 2023).
Misconduct issues involve employee actions that violate company policies or legal regulations. Employers may dismiss employees for misconduct, but it must be done fairly, following legal requirements. Fair dismissal for misconduct includes thorough and impartial investigations, informing employees of allegations, conducting disciplinary hearings with representation, and making decisions based on evidence. Employees have the right to a fair investigation, a clear explanation of allegations, and the opportunity to respond. They can also appeal if they believe the decision was unjust (Davidsonmorris, 2022).
To bring an UD claim, an employee must meet eligibility criteria. They should have at least two years of continuous employment with the same employer and must make the claim within three months from the effective date of termination (ACAS, 2022c).

AC-3.2
A grievance is a formal complaint raised by an employee when they believe that the employer has failed to fulfil or incorrectly applied the terms of the employment agreement, resulting in a negative impact on their rights or working conditions. It can be initiated by an individual or a group of employees and may pertain to a specific contractual provision or violations of the CB agreement or other employer policies. Grievances provide a channel for employees to seek resolution and address perceived discrepancies or unfair treatment in the workplace (Miller, 2018).
In XpertHR's Autumn survey (2022), the leading causes of employee grievances were identified as follows: bullying or harassment (67%), relationships with managers (54%), and relationships with colleagues (49%). Additionally, pay and grading were reported as the main cause of grievances by 37% of the respondents (Webber, 2023).
The workplace is experiencing a notable surge in employee grievances, with 30% of employers reporting an increase in cases over the past two years, as highlighted in the survey. This trend can be attributed to the challenging circumstances brought about by the Covid pandemic and ongoing cost-of-living crisis. The combined pressures stemming from these factors have generated heightened stress levels for both employers and employees, resulting in a manifestation of grievances within the workplace (Colley, 2023).

AC-3.3
Effective handling of grievance and discipline procedures requires specific skills to ensure fairness, professionalism, and resolution. Here are some essential skills for managing these processes effectively: 
Active listening (AL) demands undivided attention, eliminating distractions, maintaining eye contact, and focusing on the speaker to demonstrate genuine care for their concerns or grievances. Empathy is crucial, as it involves understanding the employee's emotions, experiences, and perspectives; fostering a supportive and safe environment for sharing concerns (Indeed, 2023). AL goes beyond hearing words; it entails a genuine desire to understand the employee's underlying issues and perspectives. This may involve asking clarifying questions, seeking examples, and encouraging them to express themselves fully. Non-verbal cues like nodding, facial expressions, and body language are vital for AL. They demonstrate engagement, attentiveness, and encouragement, making employees feel heard and valued (LinkedIn, 2023). According to Professor Mehrabian's formula, the message pertaining to feelings and attitudes can be broken down as follows: 7% is conveyed through the words spoken, 38% through paralinguistic cues (the way the words are said), and 55% through facial expressions (Mindtools, 2023). AL necessitates suspending judgment, avoiding assumptions, and maintaining an open mind to embrace diverse perspectives and experiences. Handling grievances and disciplinaries requires diverse skills such as patience, identifying underlying issues, and creating a supportive environment. A calm, fair, and sensitive approach is essential, along with impartial investigations and seeking advice. Finding common ground and maintaining strong verbal communication are vital for constructive resolution. Objectivity ensures fairness and understanding within the organisational context, aiding in practical decision-making. Whilst considering implications for other staff fosters a well-balanced approach to grievance handling (Croner-i, 2022).

AC-3.4
Effective grievance handling is multi-faceted, benefiting employee satisfaction, conflict resolution, retention, legal compliance, productivity, employer branding, trust, conflict prevention, organisational improvement, and alignment with values. If GQ prioritise and excel in grievance management, they can create a more engaged, loyal, and productive workforce, leading to long-term success and prosperity. 
In the year 2022-2023, ACAS (2023a) received 38.7% of calls related to discipline, dismissal, and grievance matters. Additionally, ACAS highlights that the loss due to conflict for the same year amounted to over £28.5 billion.
Addressing conflicts at an early stage can prevent escalation into more significant and complex issues. Unresolved conflicts tend to grow over time and may become challenging to manage, leading to larger disruptions and potential damage to relationships (ACAS, 2020).
GQ must ensure that all relevant employees receive training on the grievance procedure to prevent potential ET claims resulting from non-compliance. For example, in the case of Miss P Newcombe V Machynlleth Town Council (2020), Ms. Newcombe raised a grievance that was not appropriately investigated, leading to subsequent failings. As a result, Ms. Newcombe pursued an UD case at the ET, and was awarded £11,600 as a remedy. Properly trained employees can help avoid such costly and time-consuming legal disputes.

A.C-4.1
Collective employment law, also referred to as labour or industrial relations law, establishes the legal structure that governs the interactions between employers, employees, and TU or labour organisations. Its purpose is to ensure a fair balance between the interests of employers and employees, safeguard workers' rights, and facilitate the process of CB. The Trade Union and Labour Relations (Consolidation) Act 1992 plays a crucial role in maintaining harmonious and productive workplace relationships (CIPD, 2022).
The statutory recognition process involves several key steps. Firstly, the TU applies for recognition, providing all necessary details. Next, the employer responds within a specified period, either accepting or rejecting the application. In case of rejection, the TU can seek a review through ACAS, which then facilitates discussions to encourage voluntary recognition. If voluntary negotiations fail, the TU can resort to the Central Arbitration Committee (CAC), an independent body. The CAC assesses certain criteria and conducts a statutory recognition ballot among the relevant employees. If the majority of employees vote in favour of recognition, the TU is officially granted a recognition certificate, enabling them to engage in CB with the employer (GOV.UK, nd).
In CB, the employer shares specific information like financial data, company performance, and proposed changes with the TU. This transparency fosters trust and helps employee representatives advocate effectively. The employer may also request information from the union for fair negotiations. Confidentiality and legal requirements protect sensitive business data while ensuring a successful bargaining process (ACAS, 2023b).

A.C-4.2
It is essential for GQ to understand the differences between union and non-union representation to ensure effective communication, cooperation, and adherence to legal requirements in the workplace.
TUs are formal organisations representing workers, negotiating with employers on issues like wages and working conditions. They have elected representatives who engage in CB to create legally enforceable collective agreements for unionised workers. Union representatives of an independent recognised TU are entitled to reasonable time off for fulfilling union duties during working hours (ACAS, 2010). Some organisations have staff associations or works councils that represent employees' interests and engage in dialogue with management on workplace matters, even in non-unionised settings (ACAS, 2014).
TUs have a distinct legal status and are formally recognised for CB, making them authorised negotiators in the workplace. They can create legally binding collective agreements, providing them with substantial authority in representing employees' interests during negotiations with employers. On the other hand, non-union employee representative bodies lack formal legal recognition and do not possess the same negotiating power. While TUs exclusively represent their members, non-union bodies may represent all employees, regardless of union membership. Additionally, TUs have legal right to engage in industrial action, such as strikes, and to advocate for their members. Non-union bodies do not have these rights (Suff, 2022).
A.C-4.3
CB has both positive and negative aspects. It protects workers' rights and allows employees to collectively negotiate for fair wages and improved working conditions (Morris, 2022). It aims to balance the interests of employers and employees, promoting industrial peace and enhancing productivity. However, the process can lead to conflicts and disruptions, be time-consuming and costly, and may limit employer flexibility. Some agreements may favour seniority over merit, and non-unionised workers may feel excluded. Additionally, the one-size-fits-all approach and unresolved grievances can pose challenges (Miller, 2023). Careful management and consideration of these factors are essential to ensure a balanced approach that benefits both parties. CB encompasses various approaches: conjunctive bargaining seeks gains for both parties, cooperative bargaining resolves common issues, productivity bargaining aims to boost company success, and composite bargaining addresses employees' concerns for their well-being. These diverse strategies facilitate effective negotiations and mutual benefits (Alexander JLO, 2019)
CB involves both sides preparing for negotiation by reviewing contracts and relevant documentation. They agree on the negotiation process, setting rules for when, where, and how the discussions will occur. During the negotiations, they discuss the key issues and negotiate to find the best way forward. Once an agreement is reached, it is presented to the union's represented employees for a vote. If the majority approves, the agreement is implemented by both parties. This process ensures that the concerns and interests of employees are addressed while fostering cooperation and resolution between the union and the employer (Turner, 2021).
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