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[bookmark: _Toc228194063]Introduction
The well-being of employees has become an increasingly more important concern for organisations especially in high pressure working environments like a call centre. According to Bautista et al (2023) to Well-being consists of the overall physical, mental and emotional health of employees and is closely linked to motivation, productivity, engagement and retention. Organisations that ignore well-being often face challenges like high absence, poor morale, stress related illness and stuff turnover.
Havencares insurance is an organisation that handles claims with call centres in Swansea and Cardiff. The organisation is currently experiencing several people management issues at its Cardiff site. These issues include high employee turnover, high absence due to mental health concerns, illness, hope for months and long-term illness among employees have served for a long time. In a call centre these issues are massive because performance depends heavily on employee resilience, communication skills and customer service standards.
This essay will analyse how well-being strategy could help solve these problems at the Cardiff call centre. It will critically analyse the relationship between well-being and performance whilst also paying more attention to how employee development can positively influence well-being. It will also look at the characteristics of the organisation including the demanding call centre environment and the South Wales labour market context.

[bookmark: _Toc228194064]1. Understanding the problems at Havencares Cardiff 
The Cardiff call centre has 300 employees which consists of mainly claims handlers claims handling can be emotionally demanding on employees because they must regularly deal with distressed customers, complaints and complex insurance claims. Staff are usually required to meet performance targets like call times, productivity levels and customer satisfaction scores. This creates a high-pressure environment that Mustafa, Shakoor and Fatima (2024) explains can negatively impact employee wellbeing. 
High turnover suggests employees may be dissatisfied, stressed or lacking commitment to the organisation. In their research Zhang and Gandham (2025) refer to Herzberg’s two factor theory which talks about how poor working conditions, supervision, workload and lack of recognition can lead to dissatisfaction. Employees are more likely to leave if they feel overworked and undervalued.
High absence due to mental health issues and illness maybe because of excessive stress and burnout. (Alotiby, 2024) Stress weakens immune functioning which increases vulnerability to illness. Additionally, open plan call centres make employees more vulnerable to spreading viruses quickly.
Poor performance and long-term illness among long serving staff may reflect disengagement, outdated skills or stress over time. Employees who don't get development opportunities might feel stuck in a repetitive role and may experience reduced motivation and poorer well-being.

[bookmark: _Toc228194065]2. What is a Wellbeing Strategy?
A well-being strategy is an organised plan created to improve employees physical, mental, social and financial well-being. Instead of just relying on isolated benefits, a strategy implements well-being into the organisational culture, leadership and HR practises.
For haven cares Cardiff call centre, the well-being strategy should look to prevent as well as support. This means reducing causes of stress while also helping employees manage their health challenges. Senior management commitment, line manager training, employee voice and regular monitoring are all needed for a successful strategy.
According to Day (2024) the Chartered Institute of Personnel Development (CIPD) Promotes a holistic model of well-being which includes health, good work, values/principles, collective/social well-being and personal growth. This can be related to Havencares as the employee’s problems aren't just caused by illness but also by work design and management practises.

[bookmark: _Toc228194066]3. The Link Between Wellbeing and Performance
There is a lot of evidence that shows employee well-being improves organisational performance. In their research Panetta (2022) claims happy and healthy employees usually are more productive, more engaged and more committed. However, the relationship is complex and can be a two-way thing because good well-being can improve performance and good performance can also improve well-being through achievement and reward.
[bookmark: _Toc228194067]3.1 Productivity and Engagement 
(Bakker, Demerouti and Sanz-Vergel, 2023) The job demands resources (JD-R) model says that excessive job demands like workload, emotional pressure on monitoring can lead to stress and burnout unless balanced by resources like support, autonomy and development opportunities. Resources are essential in a call centre because demands are typically high.
If Havencare improve well-being through supportive leadership, manageable workloads and training then employees are more likely to show great engagement and stronger performance. In their research Amit, Sutton and Bezuidenhout (2024) found that claims handlers are more likely to communicate effectively, solve problems efficiently and provide bad customer service when they feel mentally well.
[bookmark: _Toc228194068]3.2 Absence and Presenteeism
Sickness absence and presenteeism (working while unwell) can be caused by poor well-being. Presenteeism can be especially damaging stuff may be physically present but forming close standard. This may be the reason for poor performance with longer serving employees.
It is stated by Voordt and Jensen (2023) that absence rates can be lowered and service consistency can be improved by reducing stress and improving health support. Less absences also reduce pressure on remaining staff, stopping a negative cycle of overwork. 
[bookmark: _Toc228194069]3.3 Turnover and Retention
Well-being has a massive impact on employee retention. (Sodha and Goswami, 2023, pp.17-37) When employees are at organisation where they feel supported and valued, they are less likely to leave. High turnover is a massive cost to organisations due to recruitment, training and last experience. In Cardiff’s competitive labour market retaining skilled staff is particularly important.
[bookmark: _Toc228194070]3.4 Critical Perspective  
However, well-being initiatives don't automatically improve performance. According to Croff, Parks and Whillians (2024) Well-being initiatives like free fruit yoga sessions may not work if core issues like workload, management style and unrealistic targets don't change. 

[bookmark: _Toc228194071]4.How Employee Development Supports Wellbeing
Employee development refers to learning opportunities that improve skills, home for dance and career prospects. This can massively improve the well-being of employees because it gives them a sense of growth, competence and future opportunity.
[bookmark: _Toc228194072]4.1 Increased Confidence and Reduced Stress
a lack of confidence in training may lead to anxiety in claims handlers when dealing with difficult customers. Giving regular coaching in conflict management, systems knowledge and emotional resilience can help star feel more capable and less stressed.
Rumjaun and Narod (2025) talk about Bandura’s theory of self-efficacy people cope better when they believe they can perform tasks successfully. Development therefore improves well-being by increasing confidence.
[bookmark: _Toc228194073]4.2 Career Progression and Motivation
Call centre work can become repetitive. According to (Benabou and Touhami, 2026) Without progression opportunities, Employees may feel trapped, leading to disengagement and turnover. Havencare could introduce clear pathways into senior roles, team leadership training or specialist insurance functions.
This would be particularly valuable in South Wales because some employees may look for long term careers and showing advancement opportunities may improve retention and motivation.
[bookmark: _Toc228194074]4.3 Supporting Longer Serving Employees
In their research Stirpe and Revilla (2025) found that giving long serving employees refresher training or job redesign instead of criticism helps battle poor performance in these employees. Some staff me feel less confident due to the change over time in technology and insurance regulations. Tailored development plans could rebuild capability and morale.
Older or longer serving workers may also value mentoring roles. Allowing experienced staff to coach new starters can improve purpose, recognition and engagement.
[bookmark: _Toc228194075]4.4 Mental Wellbeing Through Growth
(Ryan and Deci, 2024, pp. pp. 6229-6235) The self-determination theory states that well-being is improved when people experience competence, autonomy and relatedness. Development programmes can help with all three by building skills, giving responsibility on creating social learning opportunities. 

[bookmark: _Toc228194076]5. Recommended Wellbeing Strategy for Havencares Cardiff
[bookmark: _Toc228194077]5.1 Mental health support
Mental health support should be a high priority for Havencares Cardiff when looking at the well-being strategy if they would like it to be successful. Especially because of the absence levels linked to stress, anxiety and other mental health concerns are currently high. The organisation could introduce an Employee Assistance Programme (EAP) which Long and Cooke (2023) mention in their research provides supportive and empathic care to help employees.
The strategy should also look to improve job design and workload management. Performance targets like cool times and monitoring systems should be revisited to make sure they are realistic. Employees should be given more autonomy where possible, along with recovery time after difficult calls. To help improve work life balance flexible or hybrid working could be introduced.
Physical health support should be equally prioritised because of the absences caused by colds and flu. Havencares should improve hygiene, ventilation and cleaning in the office to reduce the spread of illness. It is stated by Chang (2024, pp.372-378) how there is a clear link to job satisfaction and employee wellbeing and this is why Havencares could introduce ergonomic workstations, regular screen breaks and occupational health support to help improve employee well-being.
 Another key part of the strategy should be employee development. new staff need effective induction training, while existing staff should get ongoing development in customer service, resilience and technical skills. Coaching for longer serving employees and clear career progression opportunities could improve motivation and retention. 
Lastly, Havencares should look to strengthen employee voice and workplace culture. They could do this by doing staff surveys, focus groups and feedback sessions to help identify the concerns and improve trust. Recognition schemes for good performance and teamwork could also raise morale and engagement.

[bookmark: _Toc228194078]6. Importance of the South Wales Context
The Cardiff site’s location in South Wales is important.  There is a massive service sector workforce in Cardiff and multiple call centre employers which means employees may easily move jobs if they aren't happy. The external labour market competition is part of the reason for the high turnover.
At the same time, South Wales has experienced economic restructuring and some communities value secure employment. Havencares good position themselves as a high-quality employer who offer well-being support and development which could help with attraction and retention.
 Commuting issues between valleys, towns and Cardiff may also contribute to stress and absence. Flexible working could help employees balance transport pressures and family responsibilities.

[bookmark: _Toc228194079]7. Challenges in Implementing the Strategy
Although Havencares Cardiff could benefit from a well-being strategy, there are several challenges in implementing it. (Elufioye and Ndubuisi, 2024, pp.828-840.) A major issue in implementing well-being initiatives would be cost, as training, counselling and health initiatives require investment. Senior managers may be unwilling to spend money if their focus is on short term budgets.
Another challenge would be resistance from managers who are focused mostly on target and productivity rather than well-being. According to Benjamin (2022) In a cool centre environment stump may see well-being initiatives as less important than performance which could reduce support for the strategy.
Also, Rao and Bhat (2023) in their research paper talk about It's how measuring success of well-being initiatives can also be difficult as improvements in well-being are not always easy to quantify. Havencares would need to monitor indicators such as absence, turnover and engagement levels.
Finally, employees may be sceptical if previous concerns were ignored. To gain trust management we need to communicate clearly and show consistent commitment.

[bookmark: _Toc228194080]8. Conclusion
The issues at Havencares Cardiff including high turnover, absence and poor performance can be closely linked to employee well-being. In a call centre environment which is demanding stress, workload and repetitive tasks can negatively impact staff health and motivation. 
The well-being strategy could help performance by reducing absence, increasing engagement and improving retention. Key areas should include mental health support, bad job design and employee development opportunities.
Overall, well-being should be seen as a core business priority. By investing in its employees, Havencares can improve both staff well-being and organisation performance.
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