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Call Centre
We acknowledge this is your company and have conducted some research. The primary goals of call centres are to handle different kinds of client contacts, assistance, and issue resolution in addition to managing consumer questions.
A thorough strategy that takes into account all facets of the workplace is needed to increase employee engagement with call centres such as an unambiguous communication, acclaim and benefits, training and development, empowerment and independence, balance between work and life and team-building exercises. Avoiding poor communication will increase engagement and their enthusiasm and commitment.
	We will initially conduct a survey to identify the issues that arise within the organisation. We will be able to assist the call centre with the best advise attainable according to this method. Surveys can be a useful tool for analysing internal issues in a business. Employee thoughts and suggestions can be systematically gathered through surveys, which facilitate an in-depth comprehension of their perspectives and experiences. By creating focused survey questions, organisations can evaluate a range of factors, including leadership, communication, work environment, job satisfaction, and more. Patterns, trends, and areas of concern can be found by doing a quantitative and qualitative analysis of the survey data. Organisations can identify certain issue areas, classify them according to employee feedback, and create focused improvement programmes with this data-driven method.
We have thought of an escape room activity. Because there are so many people who work in call centres, you will be divided into groups of four, with twenty employees per group. It will be a team-building activity; thus everyone must participate. Since the entire activity will revolve around team building, it is crucial that everyone participates and communicates in order to win this event. In your groups, I would ideally designate a team leader who is capable of devising an escape strategy, this will boost self-esteem and confidence, engaging and forming relationships, gives abilities to deal with problems, cooperation as well as effective communication, relieve tension and improve mood and helps with physical well-being.
We intend to introduce a monthly exercise programme that involves the presence of everyone involved in a single space that is wide enough to allow for free movement. Everyone stands around an object that is placed in the centre of the room, it might be anything, such a football ball, lamp, etc. Following this, you have a person reading phrases to encourage them.
The management causes impact directly in their team members and according to Rehmat et al, 2015 organisations in this service sector have been investing more money nowadays in training their staff. Nevertheless, in spite of the fact that companies spent billions of dollars annually on training, there is currently no rigorous measurement framework in place that can precisely evaluate the effect provided training for Call Centre Representatives (Henceforth CCR), on real work efficiency, However, to address this gap, the model that is suitable to apply is the Kirkpatrick's learning and training assessment model to provide a framework for evaluating training programmes within the context of the call centre sector. These levels lead to improved work efficiency, which favourably influences vital organisational outcomes. Organisations ought to focus on new employees' job fulfilment, and how they perform initially on the job should take priority despite their technical abilities (Breaugh and Starke, 2000).
Mention Townsend K., internal transfers may take place to a department where the worker feels more at ease, or they may be made for workers who are just out of the call centre. Both vertical and horizontal promotions likewise took place as internal changes. When workers took advantage of internal promotions, management perceived positive turnover in contrast to a negative turnover, which occurs when employees utterly went away the company. Therefore, the attitude, ability to fit the culture and skills in self-managing emotional labour that are sought through the recruitment process is very important. (Belt et al., 2002; Callaghan and Thompson, 2002; Thompson et al., 2004; Thompson et al., 2000; van den Broek et al., 2004).
Another point of view by Wray-Bliss (2011) is that during the telephone conversation or by a text conversation, a potential employee may demonstrate that they can process information, engage on an inquiry with a customer, and not only, the most importantly is micromanage their psychological labour.
Following Taylor and Bain, 2001, was predicted that each CSR would handle about 90 calls per day. The variation of conversation durations on average is 108–126 seconds. Additionally, a 90-second post-call wrap-up period is measured alongside one of its objectives that counts towards an employee's performance incentive. Throughout this time, follow-up clerical work is accomplished. This method of leadership that strikes a balance between quantity and quality can help the organisation prosper and reduce turnover.
Our costing system is based on a rate per consultant day, which is £1099, that will be set twice a week the programme.
With our programme, call quality and first-time resolution significantly improve, customer interaction time increases, and complaint rate falls.
Expect that a team leader must hold soft skills such as analytical skills, communication skills, and creativity can take an average of 6-12 months of job training to become a team leader. 
A 12-month culture change programme would typically cost between £150 and £250k to complete, from the Checking and briefings to the final stage ensuring the program have stickability and longevity long after the training provider and our Company have all this for to offer.
In summary, every six months, we will be giving a survey to the employees to evaluate their level of satisfaction with the team building activities and their newfound work environment and colleagues. This will be our way of measuring success as we work within the organisation to improve team building and the overall team dynamic. Additionally, we will be examining the rate of employee turnover and ensuring that the total cost of our operations and services is as valuable to the business as it would be for me to train a new employee to take over the role. In 2023, the average employee turnover rate for businesses was £25,000, and it took a total of 28 weeks to fully train a new employee to take over.
In contrast to the costs, I indicated in the previous paragraph for the total amount of time and money needed to train new employees and prepare them for their roles within the company, working with our company would save you much more money than hiring someone new. For example, our team building experience costs £1,099 per day for consulting services and an additional £400 for the team to participate in the activities we set up. This allows the team to bond and become more compatible with one another, saving the company over £20,000 in costs.
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