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1.0 Introduction

The Havencares Insurance call centre in Cardiff is facing a cluster of serious problems: high turnover, high absence due to mental health issues and colds/flu, and poor performance, along with long‑term sickness among longer‑serving employees. With 300 claims handlers working under high pressure, repetitive tasks, and close monitoring, this is not an isolated case. Global call centres often report an average annual turnover above 30% (Holman, 2022). At the same time, the location in South Wales has a reasonable labour supply, but if job quality continues to deteriorate, employees will either disengage or leave altogether. This essay presents the core argument that a well‑designed and sustained wellbeing strategy can significantly reduce these problems. The essay will critically examine the link between wellbeing and performance, and focus particularly on employee development – rather than simple perks – as the key lever for genuine wellbeing improvement.



2.0 Welfare Policy
2.1 Definitions
Workplace wellbeing is far more than “not going crazy” or “not getting ill”. Guest (2020) breaks it into three dimensions: psychological wellbeing (e.g., stress, emotional exhaustion), physical wellbeing (e.g., illness, fatigue), and social wellbeing (e.g., belonging, support). A wellbeing strategy is the systematic set of actions an organisation takes to improve these dimensions – for example, flexible scheduling, psychological safety training, or employee assistance programmes.

2.2 The Importance of Call Centers
The call centre environment naturally erodes well-being. Frequent and angry customer calls, strict average handling time targets, and lack of decision autonomy create a classic combination of high job demands and low job resources (Bakker & Demerouti, 2023). Holman (2022) found in a study of European call centres that over 40% of employees reported emotional exhaustion, and the incidence of colds and flu was nearly double that of general office workers. This finding directly explains the possible physiological and psychological mechanisms behind the sickness absence data at Havencares. Longer‑serving employees perform worse often because of accumulated burnout and stalled skill development (Saks & Gruman, 2021).

3.0 The Relationship Between Well-being and Performance
Many managers and HR professionals intuitively believe that “happy employees are high performers”, but the real relationship is more complex. Nielsen & Miraglia (2021) conducted a meta‑analysis of 72 organisational interventions and found that improving wellbeing led on average to a 12% performance increase, but the effect varied enormously. The reason for this variation is that performance drives wellbeing and wellbeing drives performance – they are reciprocal. For example, a claims handler who feels recognised for hitting targets (performance brings positive emotion, which in turn improves wellbeing) may also, at the same time, suffer from insomnia because of the pressure to sustain that performance (leading to decreased wellbeing).



3.1 They influence each other
Fletcher et al. (2020) found that when wellbeing strategies are treated merely as “nice‑to‑have perks” rather than core business, employees quickly see through them and become cynical – free fruit baskets while overtime is still forced. The high turnover at the Cardiff call centre is very likely a consequence of such superficial well-being efforts. A critical perspective also reminds us that some interventions (e.g., monitoring employees’ emotional metrics) may increase stigma or a sense of surveillance (Kelloway & Day, 2021). Therefore, a wellbeing strategy must be integrated with core job design rather than existing as an add‑on.

4.0 Employee Development: An Underrated Driver of Well-being
If a well-being strategy is a car, employee development is the engine. Long‑serving employees who underperform or go on long‑term sick leave are often not lazy – they feel they are doing the same work year after year with no growth. Saks & Gruman (2021) showed that employees who participate in training and development activities have significantly higher psychological resources (self‑efficacy, hope, resilience), and these resources directly buffer the negative health impact of job stress.
4.1 Measures for Employee Development
Specifically at the Havencares Cardiff Center, employee development can take three low-cost, high-impact forms.

First, through skills expansion training, claims adjusters can learn to handle complex cases (rather than just repetitive claims), thereby increasing their sense of control and meaning in their work. Van De Voorde et al. (2012) note that increased autonomy is one of the strongest predictors of well-being.
Second, utilize internal promotions. Many call center employees leave not because of low pay, but because they see no future in their roles (CIPD, 2023). Organizations should clearly communicate to employees that they can become team leaders or trainers through certification. This reduces turnover intentions.
Third, conduct psychological capital development workshops. For example, teach emotional regulation, mindfulness, and conflict communication skills. A randomized controlled trial in UK call centers showed that six short training sessions reduced sick leave by 27%, with effects lasting for more than six months (Mind, 2022).
Long-term employees, in particular, need a “career reboot.” Many find their skills have become outdated after five years on the job, making them prone to imposter syndrome. Providing these employees with retraining or job redesign opportunities—such as having them assist in training new hires—can rebuild their self-esteem and organizational commitment (Gallup, 2022).

5.0 Practical Recommendations for the Cardiff Call Centre
By taking into account the specific characteristics of South Wales—such as the relatively concentrated labor market, high incidence of respiratory illnesses in winter, and uneven distribution of mental health resources—this paper will propose four specific strategies.

5.1 Strategy

First, introduce a hybrid working model. Many call centre managers believe that “everyone must be on the floor”, but post‑pandemic evidence shows that working remotely two days a week to handle non‑urgent complaints does not reduce efficiency, yet it significantly lowers the spread of colds and commuting stress (Bakker & Demerouti, 2023). South Wales has damp, dark winters; remote options reduce sick absence.

Second, set up peer support rota groups. Each day, two or three experienced staff members act as “listeners”, trained in basic mental health first aid, available for anonymous conversations. This practice lowers the shame associated with mental‑health absence and simultaneously improves the social wellbeing of the helpers (Nielsen & Miraglia, 2021).

Third, embed development goals into weekly huddles and performance conversations. Managers should not ask only “how many calls did you take today”, but rather ask “what new thing would you like to learn” and “what tricky case did you encounter”. Fletcher et al. (2020) found that when employees have at least one developmental conversation per week, turnover likelihood drops by 34%.

Fourth, design phased return‑to‑work plans for long‑term sick employees. The organisation should offer gradual work arrangements (e.g. four hours a day, only email handling for the first two weeks) along with a work mentor. This protects employee dignity and reduces relapse.

6.0 Potential Challenges and Critical Reflections

No well-being strategy automatically succeeds. Kelloway & Day (2021) point to three common failure reasons: inconsistency between management talk and action (e.g., promoting breaks while secretly punishing people who leave their desks), lack of employee involvement in design, and neglect of evaluation metrics. The Cardiff centre must avoid a “one‑size‑fits‑all” mindset. No single intervention can simultaneously solve mental‑health absence and long‑standing poor performance. For example, providing a mindfulness app to everyone may help mild anxiety, but it will barely touch a severely depressed or chronically burned‑out employee (Guest, 2020).
Moreover, call centres are cost‑driven. Management may question whether development investment is worthwhile. Data provides the answer. CIPD (2023) calculated that replacing one claims handler costs roughly 75% of their annual salary (recruitment, training, productivity loss), while a full development programme costs about £150 per person per year. If turnover drops from 40% to 25%, the annual saving is hundreds of thousands of pounds.
Finally, South Wales has a strong sense of local community. Using this advantage, the organisation can partner with local charities (e.g., mental health non‑profits) for monthly “wellbeing days” rather than running purely internal events. Employees will feel the company truly belongs to the community, not just extracting labour.












7.0 Conclusion

The high turnover, high sickness absence, and deteriorating performance of long‑serving employees at the Cardiff call centre are not irreversible. A systematic wellbeing strategy – especially one rooted in employee development – can break the vicious cycle of “stress → absence → more stress”. There is no single straight‑line relationship between well-being and performance, but by increasing autonomy, reactivating skills, and making career paths visible, employees will feel both healthier and more engaged. The local characteristics of South Wales (community ties, winter health challenges) offer opportunities for customised solutions. Most importantly, management must abandon the “perk‑decoration” mentality and treat employee development as part of operational strategy. Otherwise, no fruit baskets or yoga classes will keep an exhausted claims handler from walking away.
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