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Executive summary
[bookmark: OLE_LINK67]This report provides an in-depth analysis of the operational crisis at Havencares Insurance Company's Cardiff call center. The Cardiff center currently employs 300 staff members and is facing severe personnel challenges, including extremely high employee turnover, frequent absenteeism (mainly due to mental health issues), and declining performance among senior employees. The high-pressure nature of work in the call center, repetitive tasks, and intense industry competition in South Wales have exacerbated the severity of these issues. This report proposes implementing a comprehensive 'Health and Wellbeing Strategy' aimed at improving employees' physical and mental health as well as their career development opportunities.
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[bookmark: OLE_LINK59][bookmark: _Toc228487462]1.1 The nature of call center work
Havencares is a major insurance provider in South Wales. We operate two centers: Swansea and Cardiff. Currently, the Cardiff center is facing a serious risk of employee turnover. The call center is a workplace where constant phone calls are required day in and day out. Claims staff spend a large amount of time at their desks making calls and communicating with customers through headsets. In the insurance industry, customers often feel extremely stressed or angry due to damage to their cars or homes. This creates a high-pressure work environment.
[bookmark: _Toc228487463]1.2 Background
Cardiff is a major city in South Wales, and there are many other call centers here, such as companies providing customer service outsourcing and banking services. This means that employees have a lot of different companies to choose from. If they are unhappy at Havencares, they can easily find a job at another company. This geographic factor makes it very difficult to retain employees.
[bookmark: _Toc228487464]1.3 Problems Found
Cardiff Center currently has 300 employees. We have identified three key issues:
· High employee turnover: Many new employees leave within six months of joining. The cost of constantly recruiting and training new staff is very high. (Al-Suraihi, 2021)。
· Absenteeism and Mental Health: Claims adjusters often take sick leave. Although the reasons are usually "colds or flu," many people report experiencing significant stress and anxiety. The repetitive nature of daily work exacerbates this situation.  
· Issues with Long-term Employees: We have many senior employees who have been with the company for years. However, their performance has been continuously declining. Some even take long-term sick leave. They feel there is no room for career advancement because promotion opportunities are scarce.
[bookmark: _Toc228487465]2. Developing Health Strategies: Processes and Analysis
[bookmark: _Toc228487466]2.1 Health and Welfare Strategy 
The 'Health and Welfare Strategy' is not just a slogan; it is an inevitable requirement for the company's development.(Gallie, 2002)。If employees are healthy and happy, they will work faster and make fewer mistakes. We need a formal plan to shift from reactively solving unexpected problems to proactively preventing potential problems.
[bookmark: _Toc228487467][bookmark: _Hlk228439234]2.2 PESTLE analysis
Before formulating a strategy, we need to conduct an in-depth analysis using PESTLE(Vardopoulos, 2021). We analyzed social factors. In South Wales, people’s attention to mental health is continuously increasing. Employees now expect employers to care more about their emotional well-being.
1.Political：Modern labor policies are constantly changing, and we must adjust talent recruitment plans more flexibly to ensure the enrollment of various types of talents.
2.Economic：The cost of living throughout Wales is constantly rising. As a call center-based company, our employees are very sensitive to wages and company benefits. The company needs to maintain financial health and employees' living standards through extremely strict and precise cost control. Our employees are increasingly valuing "work-life balance" and "mental health in the workplace"(Vardopoulos, 2021). Society's expectations of the insurance industry are shifting from merely handling claims to 'psychological care'(Cheng, 2023).
3.Technological：The integration of artificial intelligence in various industries is also causing rapid changes in call centers. A large amount of repetitive and tedious work is being replaced by artificial intelligence (Hanson, 2024).
4.Legal：The UK's continuous updates to labor laws remind us that it is necessary to maintain reasonable and legal compliance, especially in individual areas such as remote work and flexible employment.
5.Environmental：The company's performance in sustainable development has become one of the factors attracting top talent. We must show that our company is not only making money but also creating more meaningful value for the entire society (Hart and Milstein, 2003).
[bookmark: _Toc228487468]2.3 SWOT analysis
• Strengths: Our most valuable asset is our human capital. We currently employ a large number of experienced and senior staff members. These individuals possess deep knowledge of insurance policies and customer handling. They are the backbone of Havencares and can act as mentors for new recruits if they are properly motivated.
• Weaknesses: The physical and mental environment of the center is currently poor. The office layout is described by staff as "dull" and uninspiring, which contributes to low morale. Furthermore, the work content is highly repetitive. Claims handlers perform the same tasks every day without variety, leading to significant mental fatigue.
• Opportunities: There is a major opportunity to re-engage our staff through "Employee Development." By identifying the unique individual skills of our employees, we can provide them with new, specialized goals. For example, senior staff could be trained in fraud detection or complex case management. This turns a repetitive job into a professional career path, which improves long-term mental wellbeing.
• Threats: The geographical location in South Wales presents a challenge. Cardiff is a hub for many large companies. Local competitors, such as banks and other insurance firms, often offer higher starting salaries or more attractive employee benefit packages. If Havencares does not improve its wellbeing culture, we risk losing our best talent to these rival organizations (Benzaghta, 2021).
[bookmark: _Toc228487469]2.4 Data Collection
The company reviewed internal absenteeism data and found that a large number of absences occurred on Mondays. This indicates that employees are not physically unwell, but rather feel mentally uncomfortable and unwilling to work at the start of the week. We also interviewed some former employees, and most of them said they felt like cold, constantly working robots, unable to see where their career future lies.
[bookmark: OLE_LINK54][bookmark: _Toc228487470]3. Theoretical Analysis: The Link Between Well-being and Performance
[bookmark: _Toc228487471]3.1 Happiness-Productivity Hypothesis
In academic research, many scholars have discussed the connection between happiness and work (Pryce-Jones and Lindsay, 2014). "Psychological well-being" is an important predictor of work engagement (Li, 2019). If employees feel valued by the company, they will be more patient when dealing with angry customers, thereby earning better customer evaluations for the company. This is a basic principle of mutual respect. For example, China's Haidilao company provides employees with numerous benefits, including arranging dormitories and nannies, as well as a variety of other employee benefits. As demonstrated by the catering giant Haidilao, when an organization takes care of employees by providing high-quality accommodation (physical well-being) and sufficient empowerment (psychological well-being), employees reciprocate with 'voluntary effort' to reward the company.
[bookmark: _Toc228487472]3.2 Attendanceism
Absenteeism refers to not going to work. However, 'presenteeism' is also a problem. This refers to employees who are sitting at their desks but are too tired or too upset to work effectively. In a call center, employees who exhibit 'presenteeism' may be rude to customers. This can damage the company's reputation. Health strategy (Zheng, 2015) Can reduce both absenteeism and presenteeism at the same time (Johns, 2010).

[bookmark: _Toc228487473]4. Employee Development (Kwon, 2024) The Role in Health and Well-being Development as a 'resource'
Requirements: Angry customers, long working hours, repetitive tasks.
· Resources: Training, feedback, and career growth. When demands are high, we must increase resources. Otherwise, employees will suffer from 'job burnout'.(Lubbadeh, 2020)。
[bookmark: _Toc228487474]4.1 Reduce the 'robotic feeling'
Many claims adjusters find their daily work very boring. We can address the high turnover rate by transforming them from 'call-taking robots' into 'professional claims consultants' through employee development programs(Dachner, 2021) and autonomy.
[bookmark: _Toc228487475]4.2 Skill Diversity
Research shows that 'skill diversity'(Filippetti and Guy, 2020) It can make work more interesting. We should allow employees to learn different parts of the business, such as marketing or legal affairs. (Vnoučková, 2013)。This can keep the brain active. An active brain is a healthy brain.
[bookmark: _Toc228487476]5. Characteristics of an effective strategy
[bookmark: _Toc228487477]5.1 Holistic approach
[bookmark: OLE_LINK3]A good strategy is 'holistic.' This means it focuses on the whole person, not just their work (Diaz-Carrion, 2020). We must consider: 
• Mental health: This is the most urgent pillar for Havencares. Call center work is emotionally draining because employees deal with angry customers and complex insurance claims. A holistic strategy includes providing professional counseling services and stress management workshops. By teaching staff "emotional resilience," we help them detach from negative customer interactions, which reduces the risk of long-term anxiety and depression.
• Physical health: Claims handlers in Cardiff spend nearly eight hours a day sitting. This sedentary lifestyle leads to back pain and fatigue. Our strategy encourages increased physical activity, such as providing standing desks or organizing "walking meetings." Furthermore, promoting healthy eating habits in the office breakroom can improve energy levels. When staff feel physically strong, they are less likely to take short-term sick leave for minor illnesses like the flu.
• Social health: High turnover often happens because employees feel like "isolated robots." Social health is about making staff feel like valued members of a team. We can improve this by creating social spaces in the office and encouraging peer support groups. When an employee feels a strong social connection to their colleagues, their sense of belonging increases. This social bond acts as a "buffer" against the stress of the job, making them much less likely to quit for a competitor in South Wales.
[bookmark: _Toc228487478]5.2 Prevention is better than cure
A critical feature of a modern wellbeing strategy is the shift from "treatment" to "prevention." Traditionally, most organizations only provide support after an employee has already become ill or requested a long-term leave of absence. This is known as a "reactive treatment" approach. However, at the Havencares Cardiff center, waiting for employees to get sick is costly and damages team productivity. A superior strategy must focus on "proactive prevention" to stop burnout before it starts (Khosla, 2026).
Teaching Stress Management: Rather than waiting for a mental health crisis, we should proactively teach employees how to identify early signs of stress.
Early Intervention Systems: A preventative strategy also includes regular "wellbeing check-ins" between managers and their teams.
Building a Buffer: Prevention is about building a "psychological buffer." When employees are well-trained and feel supported by their organization, they become more resilient to the daily pressures of the call center environment.

[bookmark: _Toc228487479]6. Proposed interventions and drivers
[bookmark: _Toc228487480]6.1 Mental health support
Action: Introduce an Employee Assistance Program. This is a 24-hour phone hotline where employees can consult professional psychologists for free.
Reason: It provides employees with a safe place to vent frustrations when dealing with angry customers. (Sharma, 2021)。
[bookmark: _Toc228487481]6.2 Growth Plan
Action: Establish a 'skill-based pay' system (Shaw, 2005). If employees complete a training module (for example, 'Advanced Negotiation'), they can receive a small raise. 
Reason: This encourages experienced employees to keep learning instead of choosing to give up.
[bookmark: _Toc228487482]6.3 Improvement of the physical environment
Action: Install 20 'standing desks' in the center and provide free flu vaccinations every October.
Reason: Standing can reduce back pain. The flu vaccine can prevent widespread employee infections in winter.。

[bookmark: _Toc228487483]7. Conclusion
The Cardiff call center is a highly stressful place to work. Pressure from clients and a lack of growth opportunities cause employees to fall ill and choose to resign. However, by implementing a health and well-being strategy, we can change this situation. Combining employee development with health is the best way to support senior employees. Although this plan requires financial investment, by reducing staff turnover and improving performance, it will save the company more costs. Havencares Cardiff center can become the most ideal workplace in South Wales.
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