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Introduction 
Employee wellbeing has become a central concern for contemporary organisations, particularly within high‑pressure service environments such as call centres. Research consistently demonstrates that organisations which prioritise employee wellbeing experience improved performance, higher engagement and reduced absence and turnover (CIPD, 2023). This essay examines how the development and implementation of a comprehensive wellbeing strategy could help address key people management challenges at the Cardiff call centre of Havencares Insurance. These challenges include high staff turnover, elevated absence due to mental health and minor illnesses, and poor performance and long‑term sickness among longer‑serving employees.
As a Human Resources Officer recently relocated from the Swansea call centre, this essay will draw upon relevant organisational characteristics, including the call‑centre working environment, the size of the workforce, and the socio‑economic context of South Wales. It will critically evaluate the link between employee wellbeing and organisational performance, with particular emphasis on how employee development initiatives can positively influence wellbeing outcomes. The essay argues that a strategically aligned wellbeing approach, underpinned by effective leadership and people development, is essential to improving both employee experience and business performance at Havencares Insurance.
This analysis is grounded in the specific operational and regional context of the Cardiff call centre, including the demands of call‑centre work and the socio‑economic characteristics of South Wales.

Organisational Context and People Management Challenges
Havencares Insurance operates two call centres in South Wales, employing a total of 300 employees at its Cardiff site, predominantly claims handlers supported by team leaders and senior managers. Call centres are widely recognised as demanding work environments, characterised by repetitive tasks, high call volumes, performance monitoring, emotional labour and limited autonomy (Deery & Kinnie, 2004). These factors contribute significantly to stress, burnout and disengagement, particularly when employees feel unsupported or lack opportunities for development.
The Cardiff call centre is experiencing several interconnected people management issues. High turnover suggests dissatisfaction, low engagement or limited career progression opportunities. Absence levels linked to mental health and minor illnesses such as colds and flu may indicate stress‑related immune suppression, working whilst sick or poor psychological wellbeing. Additionally, poor performance and long‑term illness among longer‑serving employees may reflect combined work strain, lack of progress, or a perceived lack of organisational investment in their development.
The South Wales context is also relevant. While the region benefits from a strong sense of community, it also faces pockets of economic deprivation and historically limited employment opportunities, which can influence employee expectations, resilience and mental health (Welsh Government, 2022). In this environment, employers such as Havencares Insurance have an important role to play in promoting good work, fair treatment and sustainable employment.
Understanding Workplace Wellbeing
Workplace wellbeing can be defined as “the creation of an environment to promote a state of contentment which allows employees to flourish and achieve their full potential for the benefit of themselves and their organisation” (CIPD, 2022). Wellbeing is commonly conceptualised as multi‑dimensional, holistic physical, psychological, social and financial wellbeing.
In a call‑centre setting, psychological wellbeing is particularly significant due to constant customer interaction, emotional regulation and performance scrutiny (Holman, Chissick & Totterdell, 2002). 
Physical wellbeing is also impacted by prolonged sedentary work, screen usage and vocal strain (Miller and Hendrickse, 2015). Without strategic intervention, these factors can combine to negatively affect employee health, motivation and performance.
A wellbeing strategy provides a structured and proactive approach to addressing these risks. Rather than relying solely on reactive measures such as sickness management, an effective strategy integrates wellbeing into leadership practices, job design, development opportunities and organisational culture. As an HR Officer, leading the development of such a strategy requires aligning organisational goals with employee needs and ensuring management buy‑in at all levels (CIPD, 2025).

The Link Between Wellbeing and Performance
The relationship between employee wellbeing and organisational performance is well established in both contemporary academic research and professional practice. The Job Demands–Resources (JD‑R) model continues to provide a robust framework for explaining this relationship, with recent research reaffirming that excessive job demands such as high workload and emotional pressure contribute to strain and burnout, while job resources including managerial support, autonomy and development opportunities promote work engagement and improved performance (Demerouti and Bakker, 2023; Lee and Jo, 2023; CIPD, 2024).

At Havencares Insurance, high absence and turnover indicate that job demands may be outweighing available resources at the Cardiff site. Poor wellbeing can result in reduced concentration, lower productivity, increased error rates in claims processing, and diminished customer service quality. On the other hand, employees who experience good wellbeing are more likely to demonstrate discretionary effort, resilience and commitment to organisational goals.
From a performance perspective, wellbeing should be viewed not as a cost but as an investment. Studies suggest that organisations with strong wellbeing practices experience improved financial performance, reduced recruitment costs, and higher service quality (Deloitte, 2020; OECD, 2023). In the competitive insurance sector, where customer experience is closely linked to employee behaviour, this connection is particularly significant.
However, while the relationship between wellbeing and performance is well established, the effectiveness of wellbeing interventions depends on their integration with job design and development opportunities rather than isolated initiatives (Demerouti and Bakker, 2023; Lee and Jo, 2023).

The Role of Leadership in Promoting Wellbeing
Leadership behaviour plays a critical role in shaping employee wellbeing and the psychosocial work environment. In call centres, team leaders act as the primary link between senior management and frontline staff, meaning their behaviours significantly influence how organisational demands are experienced. Evidence suggests that poor leadership practices, such as excessive performance monitoring and limited empathy, can intensify stress, emotional exhaustion and disengagement among employees. In contrast, supportive and inclusive leadership behaviours can buffer the impact of high job demands by promoting psychological safety, trust and perceived organisational support, all of which are associated with improved wellbeing and performance (Azila‑Gbettor et al., 2024).

Transformational leadership theory remains highly relevant in contemporary organisational contexts, particularly within high‑pressure environments such as call centres. Recent research indicates that leadership behaviours associated with transformational and coaching‑oriented approaches such as individualised consideration, emotional support and a focus on employee development are positively associated with improved employee wellbeing, engagement and performance (Azila‑Gbettor et al., 2024). Coaching‑oriented leadership has been shown to enhance leaders’ capacity to support employees through empathy and developmental feedback, thereby fostering psychological safety and reducing work‑related stress (Halliwell, Mitchell and Boyle, 2023). By training team leaders at Havencares Insurance to adopt a more coaching‑oriented and empathetic leadership style, the organisation can directly influence employee wellbeing while also supporting sustained performance outcomes (Jarosz, 2021).

Leadership capability development should therefore form a core component of the wellbeing strategy. This includes training managers to recognise mental health issues, manage absence constructively, and support employees returning from long‑term illness. In South Wales, where stigma around mental health may still exist in some communities, visible leadership commitment is especially important.

Employee Development as a Driver of Wellbeing
Employee development has a significant and positive impact on overall wellbeing and engagement. Lack of development opportunities is a common contributor to turnover and disengagement in call centres, where roles may be perceived as low‑skill or dead‑end positions (Taylor & Bain, 2006). At Havencares Insurance, poor performance among longer‑serving employees may indicate career standstill or loss of relevant skills. 
From a wellbeing perspective, development enhances employees’ sense of competence, purpose and control, key psychological needs identified in Self‑Determination Theory (Deci & Ryan, 2000). Providing meaningful learning opportunities signals organisational support, which in turn strengthens employee commitment and morale.
· A wellbeing‑focused development strategy at the Cardiff call centre could include:
· Clear career pathways from claims handler roles into specialist, leadership or training positions
· Upskilling programmes to build confidence and reduce performance anxiety
· Job rotation or enrichment to reduce monotony and cognitive strain
· Coaching and mentoring for longer‑serving employees to re‑engage them with their roles
Such initiatives are particularly important in the South Wales labour market, where internal progression opportunities can enhance employee retention and local economic resilience.

Addressing Absence and Long‑Term Illness Through Wellbeing and Development
High absence levels linked to mental health concerns and minor illnesses are often indicative of systemic organisational issues related to prolonged stress, reduced resilience and demanding work environments. Evidence suggests that work‑related stress can weaken psychological resilience and increase susceptibility to short‑term physical illness, particularly in high‑pressure, tightly monitored roles such as call‑centre work (CIPD, 2023; HSE, 2023). Consequently, an effective wellbeing strategy should adopt a preventative rather than reactive approach, placing emphasis on workload management, flexible working arrangements and early intervention. Access to structured mental health support, including Employee Assistance Programmes (EAPs), has been shown to play an important role in reducing stress‑related absence and supporting employees before issues escalate into longer‑term health problems (Deloitte, 2022; WHO, 2022; NICE, 2022).

For employees experiencing long‑term illness, integrating development into return‑to‑work processes can be highly effective. Phased returns combined with skills development or role adjustments can help employees rebuild confidence and competence, reducing the likelihood of relapse. Line managers should be supported by HR to conduct regular wellbeing conversations rather than relying solely on formal absence procedures.
By linking wellbeing initiatives with development opportunities, Havencares Insurance can move away from a punitive absence culture towards a more supportive and sustainable approach.



Implementing a Wellbeing Strategy at Havencares Insurance
An effective wellbeing strategy for the Cardiff call centre should be evidence‑based, inclusive and aligned with organisational objectives. Key elements may include:
· A wellbeing needs assessment specific to the call centre environment
· Manager training in wellbeing leadership and mental health awareness
· Integration of wellbeing measures into performance management
· Investment in employee development and career progression
· Ongoing evaluation using absence, turnover and engagement metrics
Importantly, employee voice should be central to strategy design. Engaging with staff through surveys, focus groups or wellbeing champions can ensure that interventions are relevant and culturally appropriate to the South Wales context.

Conclusion
This essay has demonstrated that a comprehensive wellbeing strategy has the potential to address the key people management challenges facing the Cardiff call centre at Havencares Insurance. By critically examining the link between wellbeing and performance, it is clear that employee wellbeing is both a moral responsibility and a strategic imperative.
Employee development emerges as a particularly powerful lever for improving wellbeing, engagement and performance, especially in a high‑pressure call‑centre environment. Through supportive leadership, meaningful development opportunities and a proactive approach to health and wellbeing, Havencares Insurance can reduce turnover and absence while enhancing service quality and organisational resilience.
As HR Officer, leading the design and implementation of this strategy will require collaboration, evidence‑based practice and a deep understanding of both the organisational context and the wider South Wales labour market. When wellbeing and development are embedded into everyday people management practices, both employees and the organisation are more likely to thrive.
However, the effectiveness of wellbeing strategies remains contingent on consistent leadership capability and sustained evaluation, highlighting the need for ongoing adaptation rather than a one‑off organisational response.
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